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ERRATA 


In the last module of this course, "Apple Service Administration", you will learn about 
the Apple Service Repair Order, the AppleCare program and the Apple Limited 
Warranty Program. This course was prepared to support the Apple 90 Day Limited 
Warranty Program. 


This errata has been prepared to provide you with information on the new Apple 
One-Year Warranty Program. Please complete the Apple Service Administration 
module as it is currently written. Afterwards, read this errata to learn how the Apple 
Limited Warrenty Program has been improved. All references to the Apple 90 Day 
Limited Warranty Program apply to the Apple One-Year Warranty Program. 


One-Year Warranty Program Overview 


On March 8 Apple Computer announced a new Apple® One-Year Hardware 
Warranty. The new warranty provides one full year of global coverage on all Apple 
hardware products currently shipping. This warranty is retroactive to the date of 
purchase if the product was purchased on or after 1/1/90. 


Benefits to the customer: 


e Increases product warranty coverage from 90 days to 1 year for all new 
purchases 

e Provides retroactive warranty coverage for purchases since January 1, 1990 

e Provides warranty service in over 80 countries worldwide for product 
purchased in the United States 


Benefits to reseller: 


e Increases the competitiveness of Apple products by removing warranty as a 
customer concern at the time of sale 

e Demonstrates Apple's desire to provide a warranty that meets its customers' 
needs 

e Makes it easier during the sales process to increase your sale of service 
contracts, such as AppleCare®, as an extension of Apple's competitive 
warranty 


Implementation of Apple's new warranty is simple. There are no changes to the 
warranty claim process in the United States. All you are asked to do is provide your 
customers with information about the new policy. 


Global Warranty Protection 


Recognizing that business and educational markets are becoming increasingly 
international, Apple USA leads the market by offering an international warranty 
protection for the entire Apple product line. 


Customers who obtain warranty repairs with an Authorized Apple Service Provider 
outside the United States must pay for the repair up front and then submit a claim for 
reimbursement to Apple USA. Specific instructions for these claims are included on 
the new One-Year Hardware Warranty card. | 


Automatic Adjustment of AppleCare Coverage 


For customers who purchase AppleCare contracts covering equipment purchased on 
or after January 1, 1990, Apple will: 


e Automatically adjust the AppleCare start date to begin the first day after the 
One-Year Hardware Warranty period has expired. In other words, if 
customers purchased a contract on January 15, 1990, their coverage will begin 
on January 16, 1991. 


e Send these customers updated AppleCare confirmation letters by April 20, 
1990. 


If you sell service contracts other than AppleCare, you will need to consider whether 
you plan to offer a similar deferral. 


Additional Information 


For further information, please contact your Apple Customer Service Manager or your 
Customer Service Administration Specialist. This information can be found in the 
Limited Warranty section of the Service Programs manual and the Service Programs 
Manual folder in the Service icon on AppleLink. 
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APPLE SERVICE ADMINISTRATION 


Overview Apple offers a number of programs to support your service business. These programs 
include the Apple Limited Warranty, AppleCare, and the Module and Media Exchange 
Programs, all of which provide financial benefits to you and your customers. In 
addition, Apple offers replacement modules and parts, training, and other service 


materials. 


To take full advantage of these support programs, you need to satisfy the administrative 
requirements defined by Apple. Here is an overview of these requirements: 


Service Repair Order When you perform service jobs for which you will return defective parts to Apple or 

Form which are covered by an Apple warranty program, you complete the Apple Service 
Repair Order (SRO) form. This one-page form provides a means for you to record 
customer information, to document service work and costs, to order replacement parts, 


and to retum defective parts to Apple. 


Parts Order Form When you need to order parts or materials from Apple, without sending in defective 
modules, you complete the Parts Order Form and send it by mail or AppleLink. 


Apple Care Order Form When you sella customer AppleCare, Apple’s extended maintenance program, you 


complete the Apple Care Order Form. 


Whether you are returning defective parts to Apple, ordering parts, or ordering 
AppleCare, Apple expects you to provide all the required information and to complete 
the SRO, AppleCare and Parts Order forms completely and accurately. 
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What You Will Learn 


How You Wili Be 
Tested 


Prerequisites to the 
Module 


Materials Provided for 
this Module 


APPLE SERVICE ADMINISTRATION 


In this module, you will leam about these Apple service programs and the 
administrative tasks that Apple expects you to perform. By the end of this module, you 
will be able to: 


e Fill out the required forms completely and accurately 
e Identify where to obtain materials and assistance 


The Skills Checklist following this Module Introduction lists, in detail, the tasks you 
should be able to perform upon completion of this module. 
The Module Test— This written test will help you verify that you understand the 


Apple administrative requirements and that you can fill out the required forms. 


The Prerequisite Exam— This test will verify that you have mastered the skills listed 
on the Skills Checklist and are ready for the Lab part of this course. 


You will be able to refer to course materials throughout the tests. 


Before beginning this module, you must have completed the following modules: 
e Welcome to Apple Service 

e Using Apple Reference Materials 

The Prerequisite provides the following items for this module: 


e This Module Workbook 
e Module Test 
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How the Module Is 
Organized 


APPLE SERVICE ADMINISTRATION 


Module Introduction 


This module is presented in four parts. 


Part 1 - Warranty Programs— This part describes Apple’s warranty and extended 
maintenance programs: the Limited Warranty and AppleCare. You will learn what 
these two programs cover and how to fill out the AppleCare form for customers who 
buy the extended coverage. 


Part 2 - Exchange Programs— This part describes the programs provided by Apple 
to cover the exchange of parts and media. 


Part 3 - Service Repair Order Form— This part explains how to fill out the Service 
Repair Order (SRO) form. 


Part 4 - Other Administrative Tasks— This part explains how to perform other 


administrative tasks such as packing and shipping defective parts to Apple and ordering 
parts from Apple. 


Continue with the Skills Checklist on the following pages. 
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APPLE SERVICE ADMINISTRATION 


What is the Skilis This is a list of tasks that you should be able to perform at the conclusion of this 

Checklist? module. The Prerequisite Exam (a written and hands-on test) will cover these items. 
During the Lab part of this course, you will be expected to be able to perform all of 
these tasks. 


How to Use the Before starting this module, you should check the items on this list to see which tasks 

Checklist you can already perform. If you are confident that you can already perform certain 
tasks, you may decide to skip those parts of the module. Or you may decide to try the 
Module Test without going through the module. 


After completing the module, you should check this list to make certain that 
you have mastered all the skills before you attend the Prerequisite Exam and 
the Lab part of this course. If you feel uncertain about any of these tasks, return to 
the section indicated, review the information and repeat the hands-on exercises. 
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Skills Checklist 


Task 


coe 


Determine whether a given service situation 
is covered by the Apple Limited Warranty. 


Explain how service providers benefit from the 
Apple Care program. 


Describe two situations when you, as a service 
technician, could promote AppleCare to customers. 


State the minimum and maximum number of months 
that can be covered by one AppleCare policy. 


Describe the process for selling an AppleCare 
policy for old equipment. 


Determine whether a given service situation 
is covered by an AppleCare policy. 


Fill out the AppleCare form for a given situation. 


State the number of days within which you should 
send a copy of completed AppleCare Order Form 
to your Apple Support Center. 


Describe how the Apple Module Exchange 
Program works. 


. Explain the difference between a “stock module” 


and an “exchange module.” 


. Determine whether a given module meets the 


criteria for the Module Exchange Program. 


. State the time limit for sending in a defective 


module for which you received an Advanced 
Exchange module. 


Apple SERVICE ADMINISTRATION 


Section Where 

it is Covered 

The Apple Limited Warranty 
The AppleCare Program 

The AppleCare Program 

The AppleCare Program 

The AppleCare Program 

The AppleCare Program 

Filling out the AppleCare Form 
The AppleCare Program 

The Module Exchange Program 
The Module Exchange Program 


The Module Exchange Program 


The Media Exchange Program 
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Task 


. Determine whether a diskette or manual qualifies 


for the Media Exchange Program. 


. Explain the process for seeking an exchange 


through the Media Exchange Program. 


. Explain the purposes of the SRO form. 
. Explain when the SRO form must be used. 
. Fill out the SRO form for a given situation. 


. Explain what you should do with the four copies 


of the SRO form. 


. Explain what to do if you provide incorrect or 


inadequate information on the SRO form and 
Apple process a warranty transaction as an 
Out-of-Warranty transaction. 


. Describe Apple’s standards for packing modules 


that you are shipping to Apple. 


. Fill out the Parts Order Form. 


. State the minimum dollar amount for each parts 


order from Apple. 


. Identify the AppleLink library that provides the 


Parts Order Form that you can use to order parts 
by AppleLink. 


. Describe Apple’s restrictions on retuming unused 


service parts. 


Section Where 
it is Covered 


The Media Exchange Program 


The Media Exchange Program 


The Service Repair Order Form 
The Service Repair Order Form 
The Service Repair Order Form 


The Service Repair Order Form 


The Service Repair Order Form 


Apple Packing and Shipping Instructions 


Ordering Parts 


Ordering Parts 


Ordering Parts 


Ordering Parts 


Continue with the next section - Your Administrative Responsiblities: an Overview 
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Overview 


Documenting Service 
on the SRO 


APPLE SERVICE ADMINISTRATION 


Your Administrative 
An Overview 


What are Apple's administrative requirements? What should you do to meet them and 
when should you do it? 


This section will outline your responsibilities. Later in this module, you will learn more 
details about the service programs involved and the steps for filling out the required 
forms. This overview is intended to help you understand how it all fits together. 


You need to complete the Apple Service Repair Order (SRO) form whenever you 
perform service that is covered by an Apple warranty program or that involves sending 
a defective part back to Apple. Follow these steps to ensure that you meet Apple’s 
administrative requirements. 


1. Determine if the product is covered under the Apple Service Program. 
If the product has an Apple logo, it is serviceable under the Apple Service program. 
For information on servicing products distributed by Apple but not covered under 


the Apple Service program, see “Service for Non-Apple Products” in the 
REPAIRING section of the Apple Service Programs manual . 


2. Determine if the product is covered by warranty, AppleCare, or an Apple 
extended repair program. 


The customer must provide proof of purchase or a copy of the AppleCare contract. 
Later in this module, you'll leam how to determine coverage by these warranty 
programs. 


3, Fill out the Service Repair Order (SRO) form with the customer 
information. 


The SRO form has been developed to satisfy the administrative requirements of the 
Apple Service Program. Later in this module, you'll leam how to fill out this form. 
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APPLE SERVICE ADMINISTRATION 


An Overview 


Repair the product. 


Repair the product according to the instruction you receive throughout this course 
and the information provided in the Apple Technical Procedures manual. 
Remember that you must follow ESD precautions when repairing all Apple 
products. 


In the case of a defective module, determine whether it qualifies for the Apple 
Exchange Program. You'll learn how to do that in this module. 


. Complete the SRO form. 


Use the remaining parts of this form to detail the repairs performed and the costs to 
the customer. 


. Determine your reimbursement from Apple. 


If the item is covered by an Apple Warranty, AppleCare agreement, or other special 
program, check what your reimbursement from Apple will be. 


. Package the defective module. 


If the repair involves an exchange module, pack the defective module for 
shipment, according to Apple’s packaging directions. Pack the middle two copies 
of the SRO form with the module. 


. Ship the defective module and SRO Form to your Apple Support Center. 


To locate the address of your Apple Support Center, see “Apple Support Center 
Locations” in the APPLE SUPPORT section of the Apple Service Programs manual. 
Send the exchange module with the SRO form attached. 
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Other Service Jobs 


Media Exchange 


Ordering AppleCare 


APPLE SERVICE ADMINISTRATION 


An Overview 


When you perform service jobs that do not involve warranty coverage or returning 
defective parts to Apple, you do not have to fill out the SRO. You may still use the SRO 
form, however, to document your service. You will need to fill out the Parts Order 
Form to obtain or replace Apple parts and materials. 


If customers have defective media, such as diskettes or manuals, you may exchange 
them using the Apple Media Exchange Program. Once you identify whether or not the 
item qualifies for exchange, you follow a simple procedure (presented later in this 
module) to return it to Apple in exchange for a replacement item. 


During your interactions with customers, you will have many opportunities to promote 
Apple’s extended maintenance program, AppleCare. When a customer chooses this 
service, you will perform two basic tasks: 


1, If the coverage is being bought for older equipment, inspect the 
equipment. 


It is your responsibility to determine whether or not the equipment qualifies for 
AppleCare coverage. 


2. Fill out the AppleCare Order Form. 


This form has been developed to satisfy the administrative requirements of the 
AppleCare Program. Later in this module, you will learn how to fill it out. 


3. Senda copy of the AppleCare Order Form to your Regional Apple 
Support Center. 


Now that you have a general understanding of your responsibilities with regard to these 
service programs, you're ready to learn what the programs cover, what they exclude 
and how to complete the required forms. 


Continue with the next section - The Apple Limited Warranty. 
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Overview of the 
Warranty Program 


APPLE SERVICE ADMINISTRATION 


Apple Computer offers customers a Limited Warranty on Apple products, which begins 
at the time of purchase. As an Apple technician, you will have to apply the terms and 
conditions of the Apple Limited Warranty whenever customers bring a product in for 
servicing. If you know the rules for applying the warranty, you will be able to report 
accurate warranty information to Apple. 


In turn, Apple will pay you or give you credit for modules retumed for servicing. Apple 
will also replace the parts you used out of your inventory to repair a product under 
warranty. 


The replacement of Apple-supported software and manuals is covered by the Apple 
Media Exchange Program, which is explained in a later section. 


For the most current information about the Apple Limited Warranty program, you 
should refer to the Apple Service Programs manual. (Remember to insert manual 
updates as you receive them!) 


To learn the basics about this warranty program, read the following two articles which 
have been reproduced from the Apple Service Programs manual: 


e The Apple Limited Warranty 
e Guidelines to Warranty and AppleCare Exclusions 
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THE APPLE LIMITED WARRANTY 


Summary Of Apple Warranty Statements 


Every product that has the Apple logo carries a Limited Warranty against defects in 
workmanship. The warranty begins on the day of initial retail purchase. The current 
warranty statement for hardware appears later in this section. 


Note that the copy of the statement in this section are the most recent version. 
There are many older versions packed with products that were manufactured before 
this version. Therefore, it is likely that you will see copies of warranty statements 
that don’t look exactly like the examples in this section. To make it all easier, here is 
a summary of the major statements of Apple Limited Warranties: 


¢ Warranties are honored by any Authorized Apple Dealer in the country of 
original purchase, regardless of where in that country the product was originally 
purchased. 


¢ Products repaired under warranty, parts and labor are free to the customer. 
There are no additional charges to the customer, except for transportation 
charges. Dealers will be reimbursed for parts and labor by Apple as explained 
in this manual. 


¢ Burden of proof that the product is within the warranty period lies with the 
customer. It is your responsibility to validate that the product is within the 
warranty period by checking the customer's proof of purchase. Proof of 
purchase must include date of purchase and the product serial numbers. 


¢ Modifications, (other than those listed in this section as acceptable), and 
damage caused by misuse or accident will void the warranty unless it is clear 
that there is no relation between the modification and the product failure. An 
Exchange Module shipped to Apple will be returned to the dealer if it has been 
modified, altered, or made unfit for the “exchange pool.” 


¢ Exchange modules used to repair a customer's system are under warranty by 
Apple for 90-days from the date they are installed in the system. 


¢ Dead on Arrival (DOA) Service Stock must be returned to Apple with an SRO. 
DOA claims for replacement parts do not require a returned part. DOA service 
module and replacement part claims receive Labor, Parts Credit, and Parts 
Margin due to the inconvenience caused. DOA “other” parts should be SRMA‘d 
for a free replacement. Since it is not possible to test service inventory when it 
is received, there is no time limit on claiming DOA service inventory. 


¢ System software (including media and documentation) will be replaced upon 
request if Apple releases updates during the warranty period. Some examples 
of system software are the System disks containing System software and 
ProDOS. Note that this does not apply to application software. 
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excerpt from “Apple Service Programs manual” 
THE APPLE LIMITED WARRANTY 


Please encourage your customers to fill out, sign, and send their warranty cards in to 
Apple. It is one of the important ways we monitor the performance of Apple 
equipment and maintain our high quality and reliability standards. 


Note: If a customer asks to see a copy of the warranty on a product, there are 
federal laws that say you must show It to him and provide a copy if he wants one. 


Copy the sample provided in this section. 


Acceptable Modifications 


The following is the exclusive list of modifications which are considered acceptable 
and will not void the warranty: 


1. Shift key modification for the Smart Term 80 column card 


2. instaliation of moiex connectors for the Advanced Business Technology keypad 


3. General Computer's HyperDrive 10 and HyperDrive 20 for Macintosh (Refer to 
the Macintosh Non-Appie Upgrades Product Notice for more information.) ( 


4, Mac Il and Mac SE Third Party Add-ons (Refer to the Mac Il and Mac SE Third 
Party Add-ons Product Notice for more information.) 


5. Cutting of the bowtie at X6 on the lle Enhanced Logic Board 


6. Apple's cut modification to the back of the Ile Enhanced Logic Board near F3 
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LIMITED WARRANTY 


é. Limited Warranty on Hardware 


APPLE COMPUTER, INC. 
C‘Apple'’), warrants this 
equipment against defects in 
materials and workmanship for a 
period of NINETY (90) DAYS 

rom the date of original retail 
purchase. 


if yeu discover a defect, Apple 
will, at its option, repair, replace, 
or refund the purchase price of 
the product at no charge to you, 
provided you return it during the 
warranty pe F 
transportation charges id, to 
the authorized Apple dealer from 
whom you purchased it or to any 
other authorized Apple dealer 
within the country of original 
retail purchase. (You can obtain 
additional information from 
Apple directly at the address 
printed on the back cover of this 
manual.) Please attach your 
name, address, telephone 
number, a description of the 
problem, and a copy of the bill of 
Sale pans the appropriate 
Apple serial numbers as proof of 
date of original retail purchase, to 
each product returned for 
warranty service. 


This warranty applies only to 
hardware products; Apple 
sofrware, media, and manuals are 
licensed and warranted pursuant 
to separate written statements. 


030-1353-A 
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This warranty does not appl 
if the product has bean damaged 


removed or defaced le 

use remanufactured, riarbished , 
or used parts and modules in 
making warranty repairs. 


ALL IMPLIED WARRANTIES, 
INCLUDING IMPLIED | 
WARRANTIE 


ARE LIMITED IN DURATION 
NINETY (90) DAYS FROM THE 
DATE OF THE ORIGINAL RETAI 
PURCHASE OF THIS PRODUCT. 


THE WARRANTY AND REMEDIES 
ABOVE ARE 


SET FORTH 
EXCLUSIVE AND IN LIEU OF ALL 
OTHERS, ORAL OR WRITTEN, 
EXPRESS OR IMPLIED. No Apple 
dealer, agent, or employee is 
authorized to make any 
ification, extension, or 
addition to this warranty. 


APPLE IS NOT RESPONSIBLE FOR 
SPECIAL, INCIDENTAL, OR 
CONSEQUENTIAL DAMAGES 
RESULTING FROM ANY BREACH 
OF WARRANTY, OR UNDER ANY 
LEGAL THEORY, INCLUDING 
LOST PROFITS, DOWNTIME, 
GOODWILL, DAMAGE TO OR 
REPLACEMENT OF EQUIPMENT 
AND PROPERTY, AND ANY 
COSTS OF RECOVERING, 
REPROGRAMMING, OR 


REPRODUCIN RAM 
OR DATA STORED IN OR USED 
WITH APPLE PRODUCTS. 


Some srates do not allow the 
exclusion or limitation of implied 
warranties or liability for 
incidental or consequential 

reap so the above limitation 
or exclusion may not apply to 
dpeciticieval ghee’ sad you cia 
have other rights which vary from 
State to State. 


6-15-86 


® 


Apple Service Administration — 1 3 


excerpt from “Apple Service Programs manual” 
PRODUCT REGISTRATION CARD 


Apple Computer, Inc. 
Apple: II and Macintosh" 
Computer Product Registration Card 


Please see reverse side for Apple Limited Warranty: Proof of date of original retail purchase is required for warranty performance. 
Computer serial number Product Name (for example, Apple lic. Macintosh Plus) 


PTT TTT TTT EEE 
First | 


Purchasers Name Last Middle Initial 


Company Name (If applicable) 


FLTLITTTTITiItTiT rrr iti titi i itty | 


Street Address () Business (J) Home City State 
Zip Telepbone Date of Purchase ( 
PTT TT LET) CLEVE) LLL 

m om dd. yy 


Please check the primary area in which you plan to use your Apple computer Please check peripherals you purchased with your Apple personal computer. 


01 C) HOME FAMILY’ 03 C) EDUCATION IN SCHOOLS 05 () OTHER 06 (J PRINTER 08 C MONITOR 100 OTHER 
02 2) BUSINESS 041 SCIENTIFIC:INDUSTRIAL bees 07 (0 MODEM 09 () 2ND DISK DRIVE 


Customer Signature The offers mentioned are from individual publications and third-pary vendors. nox from Apple 
Computer. Inc.; they may be changed or discontinued at any time. Apple can take no responsibility 
for their fulfillment or content. Void where prohibited by law. Offers valid only in the continental 
US.. Alaska, and Hawaii, and in Canada. Other conditions may apply — see coupons for details. 

Apple and the Apple logo are registered trademarks of Apple Computer. Inc. Macintosh is a 
trademark of McIntosh Laboretors, Inc. and is being used with express permission of its owner. 
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GUIDELINES TO WARRANTY AND APPLECARE EXCLUSIONS 


The Apple 90-Day Limited Warranty is intended to cover defects in material and 
workmanship in Apple hardware and software. Several situations may arise which 
are not covered by the Apple warranty. These are listed below. 


Note: All the situations which void the Apple Limited Warranty also void 
AppleCare coverage. 


Warranty Expired 


lf an Apple product is out of the term of the Apple Limited Warranty, repairs are no 
longer covered or reimbursed under the standard warranty procedure. See the 
LIMITED WARRANTY section for detailed information on the Apple Limited 
Warranty. 


Pre-Sales Check Out 


Sometimes resellers perform adjustments that are not covered by warranty. An 
example is adjusting the speed on an out-of-the-box disk drive. This situation is 
not covered or reimbursed under warranty if the disk speed is within the published 


specification range (even though it is not precisely at the optimal speed). 


No Trouble Found 
The customer claims there is a problem with the system, but it cannot be repeated. 
The customer should configure his system and try to duplicate the failure at his 


reseller’s service center. The system is defined as functional if it passes 
diagnostics and will run known, good software. If the programs run as they 


should, then the system is functional. 
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excerpt from “Apple Service Programs manual” 


For suspected intermittent problems, run the appropriate diagnostic test overnight 
on the system. However, if you run the test overnight and still find no problem, 
then there can be no warranty claim for your time. You should decide in advance 
whether you will absorb this cost or charge the customer. If you plan to charge 
customers, be sure they know about the potential charge in advance of your 
running the test. Apple suggests that you make your customers aware of your 
No Trouble Found policy by referring to a sign, poster, or form that explains your 
policy before you begin the diagnostic procedures. 


In general, if no defect is found then there is no basis for a warranty claim. 
However, if you feel that a warranty reimbursement is justified in a given situation, 
discuss it with your regional Technical Support Engineer or Technical Customer 


Service Manager. 


Unauthorized Modifications 


All unauthorized modifications will void the Apple Limited Warranty unless it is 

clear that there is no relation between the modification and the product failure. 

Any modification which permanently alters the basic module and makes it unfit for 

the module “exchange pool” will void the Apple warranty. For example, attempts 

to rework the power supply at the component level will void the warranty on an 

Apple product. For a list of modifications which are considered acceptable and will od 
not void warranty, refer to the LIMITED WARRANTY section in this manual. ( 


Misuse And Abuse 


The warranty does not apply if the Apple product has been damaged by accident, 
abuse, misuse, or misapplication. The end user should treat his Apple computer 
products as semi-delicate pieces of instrumentation. Any extraordinary wear and 
tear, such as a foreign substance (glue, coke, oil, etc.) in the subassembly will void 
the warranty. 
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Operator Errors 


( Examples of “operator errors” include loading programs from the wrong drive, 
loading a program too large for memory, running untested application software 
with “bugs,” or not following directions in the appropriate manual. 


This class of problem falls into the “user training” category and is not covered 
under warranty. At the time of purchase you should show the customer: 1) how to 
configure the system, and 2) how to operate the Apple with his particular 
application software. This should be part of the normal point-of-sale service you 
provide for your customers. 


Blown Or Cracked ICs 


If the ICs look physically burned (i.e. you can see the damage) the damage is the 
result of misuse of the product. Possible explanations are: 1) improper alignment 
of the pin connector on the disk interface cable, and 2) boards or cards that were 
connected or disconnected with the power on. These situations are not covered 
under warranty. A warning sheet enclosed with each disk drive as well as the 
appropriate manuals clearly state the precautions the customer should take when 
working with this equipment. And remember, if modules are sent to Apple with 
missing or inappropriate- ICs, warranty claims will be voided and will be returned 
to the reseller. 


Non-Apple Peripherals 


Common customer errors such as improper connectors, loose peripheral 
connections, faulty TV sets, etc., are not covered under the Apple Limited 
Warranty. Non-compatible peripherals can also void the warranty. We 
recommend that you remove all non-Apple peripherals and proceed through the 
normal diagnostics. If there is no trouble found, follow the guidelines above. 
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excerpt from “Apple Service Programs manual” 
it Works In The Shop, But Not In The Office 


This may be a repeat of the “no trouble found” situation where there is indeed a 
problem. Most often the problem is not within the Apple system but is due to a 
“noisy” power line, improper grounding, or some other external electrical problem. 


We recommend that the customer switch to a different circuit—one with fewer 
users. If this does not solve the problem then metering the circuit, or in extreme 
cases, using an isolator will be necessary. Since the problem is external to the 
Apple system, it is not covered by the Apple Service program or any Apple 
Warranties. 


Continue with the next section - Exercise: Identifying Products Covered by 
Appie Limited Warranty. 
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Directions 


Case 1 


Case 2 


Case 3 
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Products 
Covered by the Limited Warranty 


For each Case below, check Yes or No to indicate whether or not servicing will be 
covered under the Apple Limited Warranty. 


Sam Jackson, who bought an Apple IGS two months ago, has retumed his system to 
your Apple Service Center. You determine that the problem is with the keyboard 
mechanical assembly. When the shift key is pressed, there is no shift function. 
Everything else about the keyboard is normal. 


Is the servicing covered under warranty? 


Yes No 


Sen seemed ed 


Mary Shaffer has returned her Apple IIc Plus system to your dealership where she 
purchased it a month ago. She tells you that many keys repeat and that certain keys just 
do not work. When they are struck, nothing is registered on the video display. 


When you examine the computer, you notice that there is a great deal of oil on the 
keyboard. In fact, you determine that this is causing the problem. 


Yes No___ 


School district teacher Betty Simmons has retumed one of the school’s Apple Ile 
systems to your Apple Service Center where it was purchased a month ago. She 
complains that the printer is substituting characters. 


You suspect the printer interface card. It turns out that the original Apple printer 
interface card has been replaced with a non-Apple printer interface card that is causing 
the printer to malfunction. 


Is the servicing covered under warranty? 


Yes No. 
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Case 4 


Case 5 


Case 6 


APPLE SERVICE ADMINISTRATION 


Covered by the Limited Warranty 


Tim Smith, who recently moved to the united States, has brought in his Macintosh Plus 
and Macintosh 800K External Drive. He purchased the system two months ago in 
Canada and reports that he cannot boot disks in the external drive. After checking the 
system, you find that there is a problem with the drive mechanical assembly that could 
not have been caused by user abuse. 


Is the servicing covered under warranty? 


Yes_.. No 


Steve Tumer, has returned his new Apple Ile to your shop, where he bought it 
yesterday. The trouble turns out to be with the disk analog card. When you examine 
the card closely, you notice that the 74LS125 IC is fractured. 


When Steve asks if the service repairs can be done under warranty, you tell him that the 
IC fracture was caused by his own installation error and is not covered. 


Steve tells you that he is certain he installed the disk interface cable correctly. Since the 

system did not function from the beginning, he feels that the problem already existed io 
when he bought the system. ( 

Is the servicing covered under warranty? 

Yes No 

Fifteen months ago, Linda Benson bought an AppleWriter Ile master software diskette 

and accompanying manual from your dealership. Today, she has returned the diskette, 

saying it has been damaged by spilled coffee and will no longer boot. 


Can her software be replaced under warranty? 


Yes No 
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a Covered by the Limited Warranty 


Case 7 George Williams has brought in an Apple Ile he purchased four months ago. You have 
isolated the problem to the logic board.. On examining the board, you notice that some 
of the solder traces have been scraped. As a result, the game paddles will not function. 
Is the servicing covered under warranty? 


Yes No __ 


Compare your answers with those on the next page. 
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Directions 


Case 1 


Case 2 


Case 3 


Case 4 


Case 5 


Case 6 


Directions 


APPLE SERVICE ADMINISTRATION 


by the Limited Warranty (Answers) 


Compare your answers with those given below. 


Yes - Servicing of Sam’s keyboard will be covered under the Apple Limited Warranty. 
The faulty keyboard mechanical assembly shows no sign of being abused or damaged 
by the customer. 


No - Although Mary’s Apple Ile system is still under the Apple Limited Warranty, any 
servicing costs will not be covered. Oil on the keyboard is an example of customer 
abuse that voids the warranty. 


No - Since a non-Apple product is causing the system to malfunction, the Apple Limited 
Warranty does not apply. 


No - The repair is not covered, since the Apple Limited Warranty is valid only in the 
country of purchase. 


2 Itis not clear that the problem was caused by user abuse. The dealer should check 
with the Apple Regional Service Center, and if possible, cover the exchange of the 
board under the warranty. 


No - Software is not covered under the Apple Limited Warranty. It may, however, be 
exchanged free of charge under the Apple Media Exchange Program. 


NO - The servicing is not covered under the Apple Limited Warranty for two reasons. 
First, the expiration date of the warranty is past. Also, the motherboard has been 
tampered with, which would have voided the warranty in any case. 


If you missed any of these items, spend more time studying “The Apple Limited 
Warranty” and “Guidelines to Warranty and AppleCare Exclusions.”. 


Otherwise... 


Continue with the next section - The AppleCare Program. 
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What Is AppleCare 


Advantages of 
AppleCare 


Selling AppleCare 
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As an Apple service provider, you can help your customers take advantage of the 
excellent service coverage available for Apple owners—the Apple Care Service Plan. 


AppleCare is an extended maintenance agreement that gives your customers a way to 
protect their Apple products at an annual cost that is less than one typical repair 
charge. AppleCare covers parts and labor on all Apple personal computer systems, 
including Apple-manufactured peripheral devices and interface cards. 


Nobody likes to present a customer with a staggering repair bill. With AppleCare, you 
and your customers will have peace of mind knowing they are shielded from 
unexpected service costs for up to 36 months, 


AppleCare is the best service coverage bargain for dealers. In fact, there is no other 
Apple product that delivers a higher dealer margin than AppleCare. Your dealership 
earns a margin of 50% on each AppleCare contract when it is sold, and you receive a 
generous reimbursement for parts and labor on every repair you make on products 
covered by AppleCare. The dealer is free to set the retail prices for AppleCare. This is 
really a risk-free way for your service operation to generate income and become one 
of the most profitable areas of your dealership. Experienced service technicians know 
that service is a business, and a very profitable business, at that. 


The service situation gives the technician excellent opportunities to sell AppleCare, for 
example: 


e When you have just returned the client’s repaired system—a repair he’s had 
to pay for! An expensive repair will very often change a person’s mind about 
purchasing the AppleCare Service Plan. 


e When a client comes to you for technical advice or information—showing 
he wants to know more about his computer. You can introduce the subject of 
AppleCare by referring to the customer’s obvious interest in his computer's 
capabilities and its future. 


Apple can send you free marketing and promotional materials that will help you 
show off Apple Care advantages to your customers. Apple even sends renewal notices 
to your customers reminding them to retum to your store to renew their coverage. 
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AppleCare for Older Your business's sales force usually sells AppleCare for new systems, but you will often 

Equipment sell AppleCare for equipment on which the Apple Limited Warranty period has expired. 
Older equipment may be covered under an AppleCare contract at the same 
low prices as brand mew systems. This makes AppleCare an even better value for 
customers with out-of-warranty systems. 


Before you can sell a policy for older equipment, you must inspect the equipment to 
make sure it is in good condition. Whether or not older equipment qualifies for 
AppleCare is a matter for your expert judgment. If the equipment appears to function 
properly and to have been kindly treated, you may go ahead and cover it under 
AppleCare. (You may also charge the client for the inspection, if you wish.) 


AppleCare Price Sheet _Each authorized Apple dealer is free to set retail prices for the AppleCare Service Plan. 
For your convenience, suggested retail prices are listed inside the front cover of 
packets of AppleCare Service Plan order forms. (A reproduction of the price list 
appears on pages 57 through 59 of this module.) 


Dealer prices for AppleCare (the amount Apple will invoice the dealer) are found in 7 
the Apple Service Programs manual and on AppleLink. You will be sent price updates ( . 
whenever these prices change. Replace the old dealer price pages in your Apple Service : 
Porgrams manual with the updated sheets when you get them. (You can also keep 

handy any changes you want to make in the suggested retail prices by noting them on 

the inside jacket of the AppleCare Service Plan order forms packet.) 


AppleCare Service Plan order forms, preprinted with consecutive order form numbers, 
are supplied to your dealership/organization at no charge through your regional Apple 


Support Center. 
Detaiis About You can always iocate the most current information about AppieCare in the Apple 
AppleCare Service Programs manual. 


To learn about this program, read the following two sections which were reproduced 
from that manual: 


e AppleCare Service Plan 
e Warranty and AppleCare Repairs 
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APPLECARE SERVICE PLAN 


Description 


AppleCare is an extended maintenance agreement. It provides your customers 
with an excellent means to protect their Apple system and peripheral products at 
an annual cost that is less than the cost of a typical single repair. In addition, your 
customers will have peace of mind knowing they are covered from unexpected 
repair costs for up to 36 months. 


AppleCare is best sold as a package with the Apple system and peripherals 
products. This is an integral part of selling the “Apple Solution.” AppleCare has 
proven to be a highly profitable product for resellers due to its generous reseller 
margin, as well as continuous profit earned from repairs made on AppleCare 
covered products. Additional revenue is derived because Apple sends your 
customers renewal letters, encouraging them to return to your business to renew 
their AppleCare coverage. 


Only Authorized Apple Resellers may sell AppleCare for the Apple products they 
sell and service. 


You may order AppleCare literature from your local Apple Support Center. Listed 
below is the available material: 


a. AppleCare Order Form - 25/pack (p/n A7G0010) 

b. AppleCare Order Form Equipment Coverage List 
- 20/pack (p/n A2F0236) 

c. AppleCare Service Flyer - 50/pack (p/n A2F0227) 

d. Price Cards - 50/pack (p/n A2F0228) 


After you sell an AppleCare service agreement, mail the Apple copy of the Order 
Form within 10 days to your local Apple Support Center, Attention: AppleCare. 
(See “How to Complete the AppleCare Order Form” for your Support Center 
Addresses.) Apple will send a Confirmation Certificate to your customer to verify 
their AppleCare coverage. (For resellers securing their own service agreements 
with AppleCare, this certificate will be sent to the reseller.) Prior to the expiration 
of the AppleCare coverage, Apple will send your customer notification of the 
service agreement status and will refer them back to your business for renewal of 
AppleCare coverage. 
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Coverage 


AppleCare will only pay for remedial repairs, including parts and labor. Effective 
April 15, 1987, there is a two month minimum purchase requirement on all 
AppleCare service agreements. Service agreements may be purchased for up to 
36 months. 


AppleCare coverage includes the following products: 

1. Miscellaneous Products 

e Keyboard/Mouse 
When AppleCare is purchased for any Apple CPU, coverage will include 
any Apple keyboard and Apple mouse, regardless of which keyboard is 
purchased or used with the system. 

* Memory Expansion Card/EtherTalk™ 
The Apple Ile, Apple llc, Apple IIGS Memory Expansion Cards, and the 
Apple EtherTalk card, are not included in any system coverage. 
AppleCare must be purchased separately for these products. For part 


numbers and prices for the Memory Expansion Cards, or the Apple 
EtherTalk card, please see the price pages. 


¢ — Internal Mass Storage Devices 
The addition of internal mass storage devices, other than those purchased 
as factory installed, must have separate AppleCare coverage. They are 
not included in the system coverage nor in the upgraded system 
coverage. 

e Interface Cards 
AppleCare covers all designated Apple hardware. Apple interface cards 
are covered if the card is associated with hardware that is covered under 
AppleCare, except as noted above. 

e Cables/RAM 


Interconnecting cables and Apple RAM are covered by AppleCare, 
providing the hardware they are associated with are covered. 
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2. Upgrades 


Upgrades are covered for no additional charge during the existing term, limited to 
the following conditions: 


lf the customer purchases AppleCare for his Apple system, and upgrades the 
system during the term of the agreement, the upgraded system is covered under 
the customer's current agreement. There is no additional charge for this 
coverage, which will be in effect until the end of the term. When the current 
coverage expires, the customer must purchase AppleCare for the new/upgraded 
system. 


Notify your local Support Center (Attention: AppleCare) that the customer has 
upgraded the system. Send the Support Center a note indicating the upgrade type 
along with the AppleCare Customer Number, reseller’s name and address, and 
the customer’s name and address. This is very important because it will ensure 
that the customer will receive the proper “renewal letter.” 


The installation of a Hard Disk Drive is not considered an upgrade. AppleCare 
must be purchased separately for these products. 


Following are approved Apple upgrades: 


Macintosh: 

Macintosh 128K to a Macintosh 512K 

Macintosh 128K to a Macintosh Plus 

Macintosh 512K to a Macintosh Plus 

Replacement of the factory installed 400K disk drive 
with an 800K disk drive 


Apple Il: 
Apple lle to an Apple IlIGS 


All upgrades must use Apple logoed products and be installed by an authorized 
Apple service provider. 


Installation of the following upgrades has no effect on AppleCare coverage: 


Macintosh 1 Megabyte Kit 
Macintosh 2 Megabyte Kit 
Macintosh Plus Keyboard 
Macintosh Extended Keyboard 
68851 PMMU Upgrade 
LaserWriter Plus Upgrade Kit 
ImageWriter II LocalTalk Option 
ImageWriter Il Sheetfeeder 


ImageWriter Il 32K Memory Option 
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Exclusions 


co age 


Coverage does not include: 
¢ maintenance of equipment not included in the AppleCare agreement; 


¢ maintenance of non-Apple equipment used in place of equipment that is 
covered by AppleCare (e.g. non-Apple keyboards or memory upgrades); 


¢ repairs required for reasons other than defects in materials or 
workmanship. For example, preventative maintenance, misuse, 
accidents, non-Apple modifications or upgrades; 


¢ corrective updates to Apple system software; 

e — inspection and testing by the reseller resulting in “no trouble found.” You 
will not be reimbursed for “no trouble found” claims. Whether or not you 
elect to charge the customer for the service is up to you; 


e replacement or repair of consumable products such as LaserWriter toner 
Cartridges, printer riobons, tape caririages, et cetera; 


¢ maintenance of equipment that has had the serial numbers removed or 
defaced; 


¢ refurbishment; refurbishment is considered routine maintenance and is 
excluded under Section Ill of the AppleCare terms and conditions. 


For additional information on exclusions, see “Guidelines to Warranty and 
AppleCare Exclusions.” See the back of the AppleCare agreement for terms and 
conditions as they apply to your customer. 


Reimbursement And Compensation 


You will be reimbursed by Apple for performing remedial repairs on Apple products 
covered by AppleCare. Apple reimburses Authorized Service Resellers for labor 
(per product), module exchanges, replacement part repairs, and specified 
adjustments only. Reimbursement rates vary according to repair and product 
type. See “Warranty and AppleCare Repairs”, and the PRICES section to 
determine the reseller reimbursement for each product under AppleCare. 
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7 The burden of proof that the product is within the Apple Limited 90-day Warranty 

(— | or AppleCare period lies with the customer. Itis your responsibility to validate that 

-— 2 the product is within the AppleCare term. Todo so, check the associated product 
serial number(s) on the customer's Order Form or Confirmation Certificate. 


ee ® 


To receive your replacement parts margin and labor reimbursement, submit an 
SRO claim just as you would for the original 90-day warranty. When filing a claim, 
be sure to use the correct AppleCare Customer Number or agreement number, 
and the correct product serial number. Your claim and subsequent 
reimbursement will be delayed if this required information is missing or incorrect. 


AppleCare identification Labels 


AppleCare Identification Labels ensure that you have the correct information to 
process an AppleCare claim. These labels are designed to make AppleCare 
administration easier, especially when customers sell, move, or bring their 
equipment to a different dealer for servicing than the dealer where they originally 
purchased AppleCare. 


These labels contain all the information needed to fill out the Service Repair Order 
(SRO) form to be reimbursed for AppleCare Repairs: Product Description, Serial 
Number, AppleCare Agreement Number (highlighted by arrows), and Expiration 
Date. Having all the information on the equipment also makes it easier for you to 
complete the SRO. Also, the non-removable labels give you an extra level of 
confidence —you know the information is correct and that the AppleCare claim is 
fully reimbursable. 


Labels are sent to all AppleCare customers along with their Confirmation 
Certificates. Customers should attach these labels to their AppleCare-covered 
equipment. When covered equipment is brought in for repair, all required 
AppleCare information is now readily available on this identification label. 


In addition, you are assured of matching the Agreement Number with the correct 
piece of equipment. This is particularly useful for customers who have multiple 
systems covered by AppleCare and have problems keeping track of Confirmation 
Certificates and serial numbers. 
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Reseller Benefits 


Generous profit margin is earned on each AppleCare sale. You receive a margin 
of 50 percent on each AppleCare sale. This is a significant margin enhancer to 
existing sales. 


Continuous profits are earned from repairs performed on AppleCare covered 
hardware. You receive additional margin on the parts, and a labor reimbursement 
on all AppleCare repairs. 


Customer demand for AppleCare is demonstrated by your customers’ insistence, 
and continual support, of the AppleCare product line. 


No inventory investment is required of resellers. You are invoiced only after 
selling AppleCare. The only materials you manage are the flyers and price cards 
that you distribute to your customers. 


AppleCare is promoted through point-of-sale materials, AppleCare flyers and 
Price Cards, In-box brochures, corporate publications, and direct mailings to your 


customers. 


Customer Benefits 


The following benefits may be used as purchase incentives to convince a 
customer when selling Apple Care: 


Elimination of unexpected repair expenses. AppleCare protects your 
customers against unexpected repair expenses. The coverage allows them to pay 
one up-front price for all remedial repairs on covered equipment. Customers 
achieve peace of mind and confidence knowing that both AppleCare and their 
resellers are backed by Apple. 


Annual cost is less than a typical single repair. AppleCare is one of the lowest 
cost service programs in the industry. Not only is AppleCare an excellent value 
when compared to the high potential cost of repairs, it also provides a hedge 
against the rising cost of repairs. 


Unlimited number of repairs. Regardless of how often your customer's Apple 
fails under normal circumstances, it is still covered under AppleCare. 


Nationwide coverage. Your customers are assured that their AppleCare 
coverage will be honored at over 1,900 Apple Authorized Service Centers within 
the United States—added protection should they relocate. 
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as Quality service. The Apple Authorized Reseller has qualified customer service 
( specialists who are trained by Apple to provide the highest quality service. 


Fast Service. Modular replacement repair results in faster troubleshooting and 
repair. 


Aids To Selling AppleCare 


Prompt sales people and customers to ask about AppleCare. Provide a 
section listing the Apple Care coverage option on your sales invoice or sales 
worksheet as a prompter for both Sales persons and customers to ask about 
AppleCare. To reinforce the importance of AppleCare coverage, provide a place 
on the invoice for the customer to initial if declining the purchase of AppleCare. 
This concept is similar to a rental car agreement, where you initial that you decline 
to purchase additional insurance coverage. The statement might read, “My 
reseller has explained the benefits of AppleCare, however | choose not to 
purchase AppleCare at this time. 


Use the AppleCare related materials. Use the AppleCare related materials 
available: Service Flyers, Price Cards, and Order Forms. Place these materials in 
an area near the hardware to create customer curiosity regarding the AppleCare 
program. 


Include AppleCare in system sales. Bundle AppleCare coverage with the sale 
of the Apple system and peripherals. This provides for easier sales and an 
increased margin. 


Substantiate your repair claims. Show customers old repair bills substantiating 
your claims that repairs can cost more than an AppleCare agreement. 


Explain advantages of long-term service agreement. Suggest to customers 
that they purchase AppleCare for two or three years to set a fixed repair cost (their 
hedge against inflation). 


AppleCare covers out of warranty equipment. 

Tell current customers who have out-of-warranty systems that they can add 
AppleCare coverage to their system at any time. However, the equipment they 
desire AppleCare coverage for must be reseller inspected prior to the purchase of 
the AppleCare service agreement. 
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AppleCare Customer Number 


AppleCare now uses a new customer identification number, the AppleCare 
Customer Number. This identification number is used to identify all AppleCare 
agreements held by a single individual. This will help customers with multiple 
agreements keep track of their covered equipment. Institutions and large 
businesses will have to track only one AppleCare number. 


The AppleCare Customer Number is very simple. For first time AppleCare 
customers, the AppleCare Order Form number will become their AppleCare 
Customer Number. The only thing that you need to do is point out that the 
AppleCare Order Form number will be the AppleCare Customer Number. Anytime 
customers have a claim, or change of ownership, they need only to provide the 
AppleCare Customer Number. When your customers come in to renew their 
AppleCare service agreement at the end of the term, the only information the 
reseller needs is the AppleCare Customer Number and the equipment they want 
to renew. Customers that already own AppleCare can reference their original 
AppleCare Order Form number on all future purchases, renewals, and repair 


claims. 
How To Complete The AppleCare Order Form (P/N A7G0010) 
Each Apple hardware component to be covered must be listed on the AppleCare 


Order Form. Each product has its own AppleCare product number. AppleCare 
product numbers and suggested retail prices are listed on: 


* — the inside cover of the AppleCare Order Form packet; 
¢ — the AppleCare price card; 

¢ — the Confidential Dealer Price List. 

¢  AppleLink 


Reseller prices and product numbers may be found in the PRICES section of this 
manual, on ApoleLink, and in the Confidential Dealer Price List. 


Once you have sold AppleCare and completed the AppleCare Order Form for your 
recall mail ad Apple — 7 the Order Form, within 10 days, to your local 

AppleCare. Apple will invoice you at that time 
and os the customer a Conti rmation Certificate. 
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Procedure for completing the AppleCare Order Form: 


¢ Ask for your customer’s AppleCare Customer Number. If the customer is 
purchasing AppleCare for the first time, the Order Form Number willbe 
the AppleCare Customer Number. You do not need to fill in the Customer 
Number for new customers. 


¢ Tell your customer to refer to this AppleCare Customer Number when 
making changes and/or additions to a current and/or future AppleCare 


policy. 


* — If you need to use an additional Order form for more equipment for the 
same customer, please use the original (first) AppleCare Customer 
Number on all succeeding forms. 


¢ — Fill out Authorized Apple Reseller and Customer Information sections 
completely. 


¢ Check all the conditions which apply to the sale of AppleCare. These 
check boxes are described below: 


Purchase Order (P.0.) Number: Check this box and fill in the P.O. number 
printed on your invoice. 


AppleCare Renewal: Check this box and fill in the AppleCare customer's original 
Order Form number for AppleCare Renewal. If the customer wants to renew all of 
the equipment on the existing service agreement, you need to complete only those 
sections necessary to calculate the price. If only selected equipment is renewed, 
list each piece on the Order Form complete the rest of the form as you would for a 
new customer. 


Change of Owner: Check this box if there is a new owner for the covered 
equipment, and fill in the original AppleCare Order Form Number. Complete the 
Customer Information section listing the new owner, and complete the Equipment 
Coverage section listing only the equipment that is being transferred to the new 
owner. The new AppleCare Order Form number now becomes the new 
customer’s AppleCare Customer Number. 


Change of Address: Check this box if there is a change of address; be sure to fill 


in the original Apple Care Customer Number. Complete the Customer Information 
section with the new address. 
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AppleCare Secured Service Agreement: Check this box if you are using this 
AppleCare agreement to secure your own service agreement. The Confirmation 
Certificate and the Renewal Letter will be sent directly to you and will reference the 
customer listed in the Customer Information section. Complete details on securing 
your service agreements with AppleCare can be found in “Securing Your Own 
Service Agreements With AppleCare.” 


AppleCare Promotion: Check this box if this AppleCare agreement is being sold 
as part of an Apple-sponsored AppleCare promotion. Please attach the coupon 
that accompanies the offer. 


AppleCare start date, expiration date, and equipment purchase date: 
Determine all three dates. If AppleCare is purchased when the equipment is 
purchased, the AppleCare start date is the day after the expiration of the limited 
90-day warranty. To determine the AppleCare expiration date, add the number of 
months purchased to the start date. If AppleCare is purchased after the limited 
warranty has expired, a reseller inspection is required. Once a reseller inspection 
is completed, fill in the desired AppleCare start date. 


Product Information: 


¢ Provide a complete product description for each product. 


¢ Enter the AppleCare part number for each product. 
e — Enter the Apple product serial number for each product. 
e — Enter the price of a single month’s coverage for each product. 


¢ To arrive at a total monthly price, add up the monthly prices for all covered 
equipment. | 


e — List the number of months purchased. Be sure this number is filled in. 


¢ Multiply the monthly price by the number of months purchased. The term 
must be at least 2 months, but not more than 36 months. 


e — {f applicable, compute the sales tax. Please consult your tax advisor for 
the proper treatment of sales tax in your area. 


¢ Add sales tax when you calculate the total. 
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= ¢ — After you and your customer sign the Order Form, file the reseller copy in 
f a safe place for future reference. 


¢ Present your customers with the top copy, instructing them to retain it for 
presentation in the event of a service claim within the next six weeks (prior 
to the delivery of the AppleCare Confirmation Certificate). Also, refer your 
customers to their AppleCare Customer Number, instructing them to use it 
when referring to any AppleCare activity. 


¢ Send the second copy, Apple’s copy, within ten days, to your Apple 
Regional Support Center: Attn: AppleCare. 


Support Centers: 
California: Apple Computer, Inc. 
600 E. Hamilton Avenue 
Campbell, California 95008 
Illinois: Apple Computer, Inc. 
2100 Golf Road, Suite 110 
Rolling Meadows, Illinois 60008 
North Carolina: Apple Computer, Inc. 


5130 Parkway Plaza Bivd. 
Charlotte, North Carolina 28217 


¢ — If you need to list more equipment than will fit on one form, you may use 
either an additional Order Form or an AppleCare Order Form 
Equipment Coverage List, part number A2F0236. If you use an 
additional Order Form, write the Order Form Number from the first form on 
all subsequent forms. Do not use the Order Form numbers from the 
additional forms. The Equipment Coverage List provides additional space 
for listing equipment. Use as many forms as are needed to list all of your 
customer's equipment. When using this list, complete it as you would a 
regular AppleCare Order Form, filling in the Order Form number from 
page 1, and bringing the total to the first page prior to calculating the 
grand total. 
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SAMPLE APPLECARE FORM 
AppleCare Customer No: ou 
Agreement No: OQQAE2E 
Apple Ou'ner This copy of the AppleCare order form serves as your temporary confirmation of AppleCare coverage. You should receive your AppleCare Confir- 
mation Certificate from Apple Computer, Inc. within six weeks. If you do not, please call (408) 974-2222. Should you have a service claim before - 
you receive your certificate, this document will serve as your of coverage. 
Apple Reseller Please complete this order form for your customer. This Agreement must have only one term of coverage for all listed products and must not 
exceed 36 months. Return the Apple copy within 10 days to your Apple Regional Support Center, Attention: AppleCare. 
Authorized INNS ac ie a eI NO: 
Apple Reseller SSS ac PONE A ) 
Information City: State’: Zip: 
Check all that apply. See instructions (B) for filling in numbers. 
(1 New Customer C) AppleCare Promotion 
[0 AppleCare Renewal __- «CO Change of Owner 
(1 Change of Address _O CO Purchase Order No. 
1 AppleCare Secured Contract 
Customer Name/Company 
Information Attention: 
ONG CS St i ee ONE 
CY agg a a Se Zip: 
AppleCare Start Date: __mmtQAppleCare Expiration Date: __......_ Equipment Purchase Date: 
Equipment appa Pan No ont 
covered by' 
AppleCare re ea 
Monthly Total 
Number of Months | x 
Subtotal 
Discount (if applicable) | - 
Subtotal 
Sales Tax (if applicable) | + 
Total 
Apple Owner The terms and conditions of this contract are stated on the reverse side. By signing this contract, you acknowledge that you have read and 


understand it and agree to be bound by its terms and conditions. Further, you agree that it is the complete statement of the contract between you 
and Apple, and that it supersedes all others, oral or written, relating to the subject matter of this order form. 


Customer Signature: 0 Cate: 


Reseller Signature; 0 Date: 


A7G0010’B 


073-0121H CUSTOMER COPY Page of 


Service Plan Order Forn{ 
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Securing Your Own Service Agreements With AppleCare 


\ What do the “Business” customers mean to your store’s service business? They 
mean revenue opportunities for carry-in and on-site service agreements—if you 
set up your service agreements to minimize the financial risks involved. 


Because Apple products are becoming more sophisticated, on-site service 
agreements in general will be taking on more importance with your customers. 
Additionally, many of your business customers will be larger companies that are 
used to buying service agreements, both carry-in and on-site. These customers 
will be expecting a complete solution from you. 


Selling service agreements to your business customers can be a tremendous 
revenue opportunity for you. It also contains some risks due to the need to protect 
systems totaling many thousands of dollars. To decrease these risks, you may 
want to consider using AppleCare as the foundation of all your service 
agreements. If you use AppleCare you'll want to add the costs associated with on- 
site service to your own service agreement prices. 


Securing (i.e. transferring the costs associated with writing your own service 
agreements to AppleCare) your service agreements with AppleCare has many 
advantages over carrying your own service agreements. Risk, orlack of risk with 
AppleCare, is the primary reason for securing your service agreements. Your 
customers receive the features they need without exposing you to the tremendous 
risk and costs associated with service agreements. 


More specifically: 


¢ Apple covers the cost of all remedial repairs during the term of the 
AppleCare service agreement, so you're protected no matter how many 
repairs are needed, or how much prices on parts increase. 


° Your store makes an immediate 50 percent margin (increased cash flow) 
on the sales of the AppleCare service agreement alone, not including the 
added on-site charges and incremental revenue from repairs (parts 
margin, labor reimbursement). 


e You assume only minimal risk by purchasing AppleCare for your service 
agreement. 
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¢ With AppleCare, you achieve a competitive and financial advantage over 
your competitors that either do not offer on-site servicing, or do not use 
AppleCare as the basis of their own service agreements. 


All of the principals outlined below may be applied to secure your carry-in service 
agreements. Securing your service agreements with AppleCare provides you and 
your customer with the same benefits as AppleCare alone. The bulk of the costs 
and risks are transferred to Apple. 


Is Securing Your Service Agreements With AppleCare Profitable, And 
What Are The Risks? 


Consider this example: 


Each year you perform service on 48 Macintosh Plus systems. Each of these 
systems is covered by your service agreement, but only half (24) are secured with 
AppleCare. Assume that you charge the customer $162 per year for your service 
agreement, and the following: 


Your average parts margin = $31 (with AppleCare), 

average labor reimbursement = $30 (with AppleCare), 

average parts cost = $94, 

average labor cost = $30, ee 
travel cost = $15. ( | 


What do these repairs cost and what elements are profitable? 


Profit from Repairs 


Profit from Repairs 


without AppleCare with AppleCare 

- cost of parts $ 94 + parts credit $ 31 

- cost of labor $ 30 + labor credit $ 30 

- cost of travel $ 15 - cost of travel $ 15 
x 24 repairs X 24 repairs 

loss from repairs $3,336 profit from repairs $1,104 

Service agreement Service agreement 

revenue $3,888 revenue $1,944 

Profit Profit 

w/o AppleCare $ 552 w/ AppleCare $3,048 


Risk (and the associated cost), as you can see, continues to grow with each repair ~~ 
performed without AppleCare. Therefore, you can substantially reduce your risk ( 
and continue to be profitable by securing your service agreements with AppleCare. 
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Adapting AppleCare To Your Own Service Agreements 


To decrease the financial risks while providing service agreements, Apple 
recommends you use AppleCare as the foundation of your service agreement, 
adding the incremental costs associated with on-site service, to the AppleCare 
suggested retail prices. 


If you are using AppleCare to secure service agreements, you need to consider 
the wording of the service agreement. Your legal counsel can help you draw up 
an acceptable service agreement. Don't forget to add in the elements of additional 
labor or transportation into the wording and the service agreement. 


After the above considerations are taken care of, follow the 5 steps below to adapt 
AppleCare to your service agreement program. 


1. Define the service agreement options. Is it on-site or carry-in? What is 
the travel radius, response time, et cetera? 


2. Complete your extended service agreement (carry-in or on-site) for your 
customer. 


3. Complete the AppleCare Order Form as outlined in “How To Complete 
The AppleCare Order Form.” Be sure to check the box “AppleCare 
secured service agreement.” 


4. Sign your name in the Dealer Signature area of the Order Form. Return 
the Apple copy of the Order Form, within 10 days, to your Apple Support 
Center, Attn: AppleCare. (See “How To Complete The AppleCare Order 
Form.” for the Support Center addresses.) 


5. When you secure your service agreements with AppleCare, you receive a 
parts margin and a labor reimbursement, so be sure to fill out an SRO 
form when you have a claim. 


If you need additional information, see your Service Account Manager. 
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The AppleCare Confirmation Certificate 


When the AppleCare Order Form is completed as described above, Apple will 
send you the Confirmation Certificate. To prevent any delay in processing in the 
event of an AppleCare repair claim, check the certificate for accuracy. File the 
Confirmation Certificate with the Dealer copy of the Order Form, in the customer’s 
file. Your customers never need to see this certificate. In fact, customers do not 
need to know that you are securing their service agreement with AppleCare. if you 
do not want them to know. 


The AppleCare Renewal Letter 


As with all AppleCare agreements, Apple sends the customer a renewal letter, 60 
days and 30 days prior to expiration of coverage. Since you are the customer you 
receive the renewal letter, as a reminder that it is time to personally contact your 
customer about renewing the service agreement. 


SRO Claims 
Remember, travel expense is your only exposure with on-site service agreements 
secured with AppleCare. Apple reimburses you for parts and labor, and also gives 


you additional margin on the parts replaced. a 


In the event that you have made a service call, simply complete the SRO form as 
you would for any other AppleCare repair. All invoicing and administration will 


remain the same. 


AppleCare Terms and Conditions 


The following are the terms and conditions of the AppleCare Agreement between 
Apple and the customer. These terms and conditions are printed on the back of 
the AppleCare Order Form (p/n A7G0010) that the customer receives when 
purchasing AppleCare. 


AppleCare Service Plan Terms and Conditions 


Apple offers a manufacturer-supported, prepaid service plan for your Apple 

personal computer system, including Apple manufactured peripheral devices and 
interface cards. Apple agrees to service and provide all parts and labor necessary 

to repair your covered Apple equipment listed on the reverse side under 

Equipment Covered, and restore it to proper operating order, upon the following - 
terms and conditions. (Apple-brand interface cards are included under this system f 
coverage.) | 
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7 AppleCare may be purchased only through a participating authorized Apple 
f - dealer. To be sure you are purchasing AppleCare from a participating 
\ authorized dealer, call (800) 538-9696. 


Ee ® 


If you want AppleCare coverage for a machine that is no longer under warranty or 
an AppleCare Agreement, a participating authorized Apple dealer must first 
inspect the machine to determine its acceptability for AppleCare coverage. There 
may be a separate charge for this inspection. 


I. Term of Agreement 


You can purchase AppleCare Service Plan coverage for up to three years (36 
months). The term of this Agreement does not begin until after the expiration of 
the Apple Limited Warranty. 


All charges for coverage shall be due and payable as of the date of this 
Agreement and shall be non-refundable once paid. 


ll. Service Provided 


Except as otherwise set forth in this Agreement, Apple agrees to provide the 
remedial maintenance and repair, including all parts and labor that Apple 
deems necessary and appropriate to restore failed Covered Equipment to 
proper working condition. 


ll. Services Excluded 
Coverage under this Agreement shall not include: 


¢ — Inspection and testing by the dealer resulting in “no trouble found.” (The 
dealer may charge you for this service.) 


¢ — Electrical work external to the Covered Equipment, as well as the addition, 
installation, removal and maintenance of accessories, attachments, 
machines, or other devices (Apple and non-Apple) not covered by this 
Agreement. 
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* Repair, maintenance, and adjustment to the Covered Equipment required 
for reasons other than ordinary wear and tear, including but not limited to / 
neglect, misuse (including faulty installation, repair, or maintenance by \ f 
parties other than Apple or a participating authorized Apple dealer), 
accident, modification without Apple’s prior written approval, use with 
other devices not covered under this Agreement, improper environment 
(including lack of proper temperature or humidity control), unusual 
physical or electrical stress or interference, failure or fluctuation of 
electrical power, lightning, static electricity, fire, relocation or reinstallation 
of the equipment by anyone other than Apple or a participating authorized 
Apple dealer, or acts of God. 


* Routine maintenance such as but not limited to periodic cleaning of printer 
heads, ribbon replacement, furnishing of supplies, accessories, or 
consumable items such as but not limited to paper, ribbons, and disks. 


° Service necessitated to comply with requirements of regulations of any 
government body or agency arising after the date of this Agreement, or if 
the serial numbers of the Equipment have been tampered with or 
removed. 


IV. Obtaining Service 


In order to obtain service, you should deliver the Covered Equipment to be 
serviced, during the term of this Agreement, to the participating authorized Apple 
dealer from whom you purchased AppleCare coverage or to any other 
participating authorized Apple dealer who carries the product in need of service. 
(For the location of a participating authorized Apple dealer nearest you, call Apple 
Computer at (800) 538-9696.) 


The Covered Equipment must be accompanied by your AppleCare Confirmation 
Certificate (or this order form if you have not received your Confirmation 
Certificate). All interconnecting cords and cables must accompany the Covered 
Equipment to be serviced. 


All non-Apple equipment, accessories, attachments and modifications, and all 
programs, data, and storage media must be removed from the Covered 
Equipment before it is delivered for service. Apple shall not be responsible for 
items that are not removed. 
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V. Limitation of Liability 


Apple, in its sole discretion, may replace the Covered Equipment in whole or in 
part with comparable equipment and may use remanufactured and refurbished 
parts and modules in performing service. Replacement parts and modules shall 
become your property, the replaced parts shall become the property of Apple. 
Apple shall have no obligation to return replaced parts. 


In no event shall Apple be liable for any delay in rendering service under this 
Agreement. 


Apple’s maximum liability under this Agreement shall be limited to the replacement 
of the portion of the Covered Equipment under dispute with comparable 
equipment. 


This is a service contract. Apple shall have no liability or responsibility to 
you or any other person or entity with respect to any liability, loss, or 
damage caused directly or indirectly by Apple equipment or programs sold 
or provided by Apple, Apple replacement parts or units, or service provided 
by Apple including but not limited to any interruption of service, loss of 
business or anticipatory profits, or consequential damages resulting from 
the use or operation of the equipment. In no event shall Apple be liable for 
loss of profits or any indirect, special or consequential damages arising out 
of any breach of this Agreement. If, during the term of this Agreement, any 
of the equipment is damaged as a result of its use with equipment not 
covered by this Agreement, Apple shall have the option at its own election, 
to terminate this Agreement. 


Vi. General 
You may transfer this Agreement along with your Apple personal computer. 
Contact your Dealer with new owner information. Apple may subcontract 


performance of its obligations under this Agreement to third parties, but 
shall not be relieved of its responsibilities thereby. 
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If you wish to contact Apple for any reason concerning AppleCare service or this 
Agreement you must send a letter to: 


Apple Computer, Inc. 
Customer Relations 
20525 Mariani Avenue 
Cupertino, CA 95014 
This Agreement is valid only in the country of sale. 


The terms and conditions of this Agreement shall prevail over any conflicting, 
additional, or other terms of any purchase order or other document you submit. 


This Agreement is governed by the laws of the State of California. 
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WARRANTY AND APPLECARE REPAIRS 


This information describes Apple’s procedure for reimbursement from Apple (and 
invoicing) to resellers for performing repairs on Apple Products under the 90-Day 
Limited Warranty or AppleCare Service contracts. 


Apple reimburses Authorized Service Centers for module exchanges, specified 
replacement parts, and specified adjustments only. 


Qualification 


It is the customer’s responsibility to furnish proof that the product is within the 
Warranty or AppleCare period. 


It is your responsibility to verify that the product is within the warranty or 
AppleCare period by checking and maintaining these records for proof of purchase 
and the product serial numbers. This proof of purchase documentation must be 
maintained for a minimum of five years. 


Apple will honor Limited Warranty and AppleCare Service Claims involving: 


Module Exchanges 

Apple Authorized (SRMA) Whole Product Repair and Return 
Replacement Parts 

Specified Adjustments 


SS: 


Apple requires that the Service Repair Order (SRO) be submitted for payment 
within 90 days of the date shown on the SRO form. Claims submitted after 90 
days may be processed as Out of Warranty, at Apple’s discretion. 


Compensation And Reimbursement 


Reseller compensation is the same for both AppleCare Service and the Limited 
Warranty. 


Payment: Resellers will be paid a fixed fee to exchange modules and make 
authorized adjustments on each Apple Product under Warranty or AppleCare. 
The fee is compensation for the time spent on each product. Labor 
reimbursement is paid on a “one per serialized product” basis and covers 
diagnosis, module and replacement part exchanges, adjustments, and 
administrative time. See the PRICES section to determine the Reimbursement 
Credit for each Apple Product. 
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Exchange Modules: IN ADDITION TO THE LABOR REIMBURSEMENT 
CREDIT, RESELLERS RECEIVE AN INVENTORY-CARRYING ALLOWANCE ON 
EACH EXCHANGE MODULE REPLACED. Apple will pay this credit to help 
resellers offset the inventory investment necessary to perform warranty repairs. 
For warranty and AppleCare repairs performed by resellers, Apple will charge the 
Exchange price and credit the Exchange price plus 33% (of the cost of the 
exchange) for each defective module exchanged and reported on the Service 
Repair Order (SRO) form. For warranty and AppleCare repairs performed by Self 
Servicing accounts, Apple will charge the Exchange price and credit the Exchange 
price. Self Servicing accounts are not credited the exchange margin. 


EXAMPLE: MODULE EXCHANGE (under warranty or AppleCare) 


Customer: No Charge / Fast Service. 


Dealer: Revenues: 1. Dealer Price $96.00 
2. 33% Parts Margin +31.68 
3. Labor Reimbursement +25.00 
- Expenses: 4, Dealer Price for 
Exchange Module -96.00 
Revenue on Repair $56.68 


Replacement Parts: Resellers will be paid stock price plus 33% (of the stock 
cost) for replacement parts when they are defective and reported ona SRO. Self 
servicing Accounts will be paid stock costs for the above mentioned parts. Note: 
Replacement parts do not have to be returned to Apple along with the SRO 
except in the following situations: 


1) you are instructed to do so for a Repair Extension Authorization 
transaction, listed in the PRODUCT NOTICES section 


2) you have a “dead” lithium battery. Return the battery according to the 

specific instructions provided in the Technical Procedures manual. 
Apple will not replace these parts. New spare parts must be ordered. Refer to the 
ORDERING section for more information. 


Specified: Performance of specified adjustments must be documented on the 
SRO form to receive labor reimbursement. When performing adjustments, Service 
Providers will be reimbursed a flat amount per product, as listed in the PRICES 
section under the appropriate equipment type. 
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Payment: On the monthly SRO statement, the modules shipped under the 
exchange program will be listed AND you will be charged the exchange price. 


On that same statement, all reimbursement credits (parts, labor, and parts margin 
when applicable) willbe combined and balanced against the total charges on the 
statement. When the reimbursement credit exceeds the total charges, payment 
will be made to your account. Depending upon your Apple accounts receivable 
Standing, the payment will be in the form of a check payable to your Service 
Providing organization or a Credit Memo that you may apply to outstanding Apple 
invoices. 


You will be reimbursed parts and labor credit (and when applicable parts margin) 
for all repairs covered under Apple’s Limited Product Warranty, as well as 
AppleCare claims. In addition, there are special categories Apple uses to help 
identify specific “reimbursable” repair situations, and categories which are not 
“reimbursable.” On your statement these warranty categories are shown in the far 
right-hand column, above the price extension. All valid categories are: 


BLANK:  Outof Warranty; not eligible for reimbursement 
NA: Not acceptable for reimbursement and the reason is listed 


OW: Repair was received during Apple’s Limited Product 


Warranty, which includes: the standard 90-day Limited Product 
Warranty, Inoperable Upon First Use during the 90-day Warranty 
period, Retail Store Demo 90-day Limited Product Warranty, and 
Inoperable Upon First Use equipment in a Retailer's inventory. 


A: AppleCare repair coverage 

WU: Repair Extension Authorization services, as outlined in the PRODUCT 
NOTICES section. 

WR: Repeat repair service within 90 days of the original repair using the 
same part(s). 

S: Service Stock Inoperable Upon First Use: 


An inventoried service exchange module or replacement part that is 
found to be inoperable upon attempting to use it in a repair. 
RC: Repair covered by Apple Repair Coupon 
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Your warranty credits are issued at the end of each month. At the time of the 
statement, if Apple has not shipped your exchange module you will see only the ( 
credits for the transaction. Once the module has shipped you will be charged for ; 
the module, and the warranty category will still be displayed, but credits will not be 
referenced again. 


All questions regarding invoices, payments, or parts received from Apple 
must be directed to your Apple Support Center within ninety (90) days from 
the receipt of the invoice, payment, or parts. After 90 days, inquiries will not be 
honored by Apple. 


Special Situations 


Whole Product Repair and Return: In cases where you are unable to repair a 
unit, you may request authorization (SRMA) from your regional Technical Support 
Engineer to return the whole product to Apple Computer. This should only be 
necessary when (1) a reseller does not sell or service a product type and is unable 
to refer the customer to a nearby reseller with repair capability or (2) if several 
attempts at fixing a particular unit have failed. 


Apple will not accept whole product repair and returns without an SRMA 
identification. When a whole product is sent to a Support Center, the same unit 7 
will be returned to you after the repair is completed. Typical turnaround time wil ( 
be approximately 10 working days at Apple (not including transport time). You will 

be billed according to the following table: 


system Coverage Repair Charges 

1. Warranty or AppleCare No Reimbursement from Apple. 
No Charge for repair. 

2. Out of Warranty Reseller invoiced: 1) An amount 


equal to Appie’s warranty 
reimbursement for labor, and 2) 
Reseller price plus 33% for 
module(s) replaced. 


When a whole product repair and return is necessary, obtain an SRMA from your 
Regional Support Center. Record the SRMA number on the shipping label of the 
box the product is being returned in. In addition, the Technical Support Engineer 
may request that you record the SRMA number on additional documentation , 
such as an SRO form. 
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1. Warranty and AppleCare Service claims will not be honored if: 


a. 


A whole product is sent to Apple, without pre-authorization from Service 
Technical Support, when a module-level repair program exists for the 
product. 


Adjustments are made to a product which is within specification, for the 
purposes of fine-tuning that product. 


The 90-Day Limited Warranty or AppleCare Service Agreement has 
expired. The customer must provide proof of purchase. The reseller must 
verify that the warranty or AppleCare Agreement has not expired and is 
not otherwise invalid. 


The Exchange Module sent to Apple has: unauthorized modifications; 
blown, cracked, or missing ICs; improper packaging. 


The customer has voided his warranty or AppleCare agreement (see 
“Warranty Exclusions’). 


2. Apple 90-Day Warranty claims for adjustments or repairs made during 
pre-sale checkout are valid only if: 


a. 


The Apple Product is not functional. 


b. The Apple Product is not within published specifications. 
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OUT OF WARRANTY REPAIRS 


An “Out of Warranty” product is one that is no longer covered by the Apple 90 Day 
Warranty, or an AppleCare Service contract. 


Dealers should handle repairs on Out of Warranty systems exactly like Warranty 
and AppleCare repairs except the customer pays for the repair instead of Apple. 


lf the customer's defective module has not been modified, then you should treat it 
as an Exchange Module. The customer may be charged for parts and labor. 


Continue with the next section — Exercise: AppleCare. 
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Exercise: Apple Care 


Part 1 This first part will help you check your understanding of the AppleCare program 
policies and to emphasize key points about that program. 


Directions For items 1 through 10, indicate whether the statements are correct or incorrect by 
circling TRUE or FALSE. 


1. Selling AppleCare contracts is one way that your service department can contribute 
to the profitability of your business. 


TRUE FALSE 

2. Apple reimburses businesses for parts, but not labor, on AppleCare repairs. 
TRUE ‘FALSE 

3. AppleCare can save money for the customers. 


TRUE FALSE 


4. You can obtain marketing materials and AppleCare order forms free from your 
regional Apple Support Center. 


TRUE FALSE 


5. All Apple equipment automatically qualifies for AppleCare coverage, even older 
equipment. 


TRUE FALSE: 


6. Your dealership must send renewal notices to your customers to remind them to 
renew their AppleCare coverage. 


TRUE FALSE 
7. You can provide AppleCare Identification Labels to customers who want them. 


TRUE FALSE 
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8. If you send the whole product to Apple without pre-authorization, Apple will not 
honor an AppleCare service claim. 


TRUE FALSE 


9. When Don Roberts upgrades his Macintosh 128K to a Macintosh Plus, he has to pay 
additional money for the existing AppleCare policy to cover the upgrade. 


TRUE FALSE 


10. When Marta Maldonado upgrades her Macintosh SE by adding an internal hard 
disk, she had to buy a new policy to cover the hard disk. 


TRUE FALSE 


Directions For items 10 through 14, answer as indicated. 


11. Dave Lukens is buying AppleCare for his system and equipment, as listed below. 
Check which items that require separate AppleCare coverage. Do not check the por 
items that would be included as part of the system at no additional charge. ( 


Apple IIcs 

keyboard 

memory expansion card 
external hard disk 
interface card 

cables 


mono 


pod 
IND 


. Describe two types of situations when you, an Apple technician, can sell 
AppleCare to a customer. 


V)_. 
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AppleCare. 


13. AppleCare coverage is sold by the month. What is the minimum and maximum 
number of months that can be covered by one agreement? 


minimum number of months = 


maximum number of months = 


14. Within how many days after filling out an AppleCare Order Form should you send 
a copy to Apple? 


days 


Compare your answers with those on the following pages. 
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(Answers) 


Directions Compare your answers with those given below. 


1. TRUE - Your dealership earns a margin of 50% on each contract when it’s sold and 
generous reimbursement for parts and labor on every AppleCare repair job. No 
other Apple product delivers a higher dealer margin than AppleCare. 


2. FALSE - AppleCare covers parts and labor for all Apple personal computer systems 
including Apple-manufactured peripheral devices and interface cards. 


3, TRUE - Dealeships can pass their savings on to the customers. 


4, TRUE - Your Regional Service Center provides free promotional materials and 
order forms for the AppleCare Service Plan. 


5. FALSE - Older Apple equipment does not automatically qualify for AppleCare 
coverage. You, the technician, must inspect the equipment to make sufe it’s in 
good condition. 


6. FALSE - Apple sends the renewal notices to your customers. 


7. FALSE - Apple sends out the labels along with the Apple Care Confirmation 
Certificates, 


8. ‘TRUE - You need authorization (SRMA) from your regional Technical Support 
Engineer to retum a whole product to Apple. 


9. FALSE - The upgrade is covered by the original policy. 


10. TRUE - The installation of a hard disk is not considered an upgrade and requires a 
separate AppleCare agreement. 
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(Answers) 


11. The checked items would required additional AppleCare coverage. 


_— a. Apple Ics 

—— b. keyboard 

_X_ c, memory expansion card 
_X_ d. external hard disk 

—— e. interface card 

—— f. cables 


12, Service technicians have many opportunities to sell AppleCare. Generally, you can 
promote this service plan in the following types of situations: 


1) When you are returning a system to a client after you have repaired it, 


2) When a client asks you for technical advice or information. 
Perhaps you can think of other opportunities for promoting AppleCare. 
With experience, you will learn how to take advantage of your interactions with 


clients to promote this service plan, thus increasing the profitability of your service 
department. 


13. minimum = two months 
maximum = 36 months 


14. within 10 days 


Continue with Part 2 on the next page. 
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Part 2 This first part will help you check your ability to identify products covered by the 
AppleCare program. 


Directions Put a check by each of the following products that can be covered under the AppleCare 
Service Plan. As needed, use the list of covered products (reproduced on pages 57 
through 59 of this module) that appears on the jacket of the AppleCare Order Form 
packet. 


as ImageWriter II Printer 
__— LaserShare Print Spooler 
____ Apple 5.25 Disk Drive 
__ Monitor IIc 

——— Joystick 


__— Macintosh Numeric Keypad 


___  AppleColor RGB Monitor 
——— ProDOS 

—__— Apple lics 

__— Hand Controller 

—— MacWrite 

__—  AppleLine 3270 File Transfer 
—_— Hard Disk 40SC 

oe Super Serial Card (with system) 
__— Apple II Memory Expansion Card 
___ Apple Personal Modem 

——_—  AppleShare File Server 


Compare your answers with those on page 60. 
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CPUs 
SC20001 
SC20017 
S$C40028 
SC00076 
S$C20048 
SC30009 
$C30018 
$C60021 
SC60022 
SC70045 
S$C70033 
$C70020 
SC00044 
$C00045 
SC00046 
SC00054 
$C00055 
$C00075 
S0102LL/A 
SO105LL/A 
S0108LL/A 
SC00056 
$C00057 
$SC00080 
$C00083 
$C00043 
SC00085 
S0139LL/A 
S0142LL/A 
S0145LL/A 
SO108LL/A 
$C00048 
$C00081 
SC00082 
S0130LL/A 
S0133LL/A 
S0136LL/A 
SO111LL/A 
S0114LL/A 
SO126LL/A 


Apple !!, Apple II Plus 
Apple lle 

Apple lic 

Apple llc Plus 

Apple IIGS 

Apple /// 

Apple /// Plus 

Lisa 1.0/2.0 
Macintosh XL 
Macintosh Plus 


Macintosh 512K, Macintosh 512K Enhanced 


Macintosh 128K 

Macintosh SE/30 (HD 40 System) 
Macintosh SE/30 (HD 80 System) 
Macintosh SE/30 

Macintosh SE 

Macintosh SE (HD 20 System) 

Macintosh SE (HD 40 System) 

Mac SE w/Dual 1.4 MB FDHD/SuperDrive 
Mac SE HD20 w/1.4 MB FDHD/SuperDrive 
Mac SE HD40 w/1.4 MB FDHD/SuperDrive 
Macintosh Il 

Macintosh II (HD 40 System) 

Macintosh IIx 

Macintosh IIx (HD 40 System) 

Macintosh IIx (HD 80 System) 

Macintosh IIx (HD 160 System) 

Macintosh Ilfx 

Macintosh Ilfx (HD 80 System) 

Macintosh IIlfx (HD 160 System) 

Mac SE HD40 w/1.4 MB FDHD/SuperDrive 
Macintosh Ilex 

Macintosh llcx (HD 40 System) 

Macintosh licx (HD 80 System) 

Macintosh llci 

Macintosh llci (HD 40 System) 

Macintosh llci (HD 80 System) 

Mac Portable,1.4 MB FDHD/SuperDrive 


Mac Portable HD40,1.4 MB FDHD/SuperDrive 


External Recharger/ Macintosh Portable 
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Monthly Annual Monthly Annual 


60.00 
60.00 
60.00 
60.00 
60.00 
60.00 
60.00 
60.00 
60.00 
60.00 
60.00 
60.00 
60.00 
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Suggested 
Retail Price 


10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 
10.00 


Prices shown do not reflect actual prices. 


120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
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AppleCare Price Pages 
| 
Suggested 
Dealer Price Retail Price 
Part No. Monthly Annual Monthly Annual 
Monitors 
$C20016 Monitor Il 5.00 60.00 10.00 120.00 
$C40030 Monitor lic 5.00 60.00 10.00 120.00 
$C30013 Monitor /// 5.00 60.00 10.00 120.00 
S$C00052 Apple Monochrome Monitor 5.00 60.00 10.00 120.00 
S$C20032 AppleColor Monitor 100 5.00 60.00 10.00 120.00 
$C00053 AppleColor Composite Monitor lle & lic 5.00 60.00 10.00 120.00 
$C020042 ColorMonitor Ile 5.00 60.00 10.00 120.00 
$C40043 ColorMonitor lic 5.00 60.00 10.00 120.00 
S$C00051 AppleColor RGB Monitor 5.00 60.00 10.00 120.00 
$C40035 Flat Panel Display 5.00 60.00 10.00 120.00 
$C00058 Apple High-Res Monochrome Monitor 5.00 60.00 10.00 120.00 
SC00059 AppleColor High-Res RGB Monitor 5.00 60.00 10.00 120.00 
$C00074 Apple Two-Page Monochrome Monitor 5.00 60.00 10.00 120.00 
$C00078 Apple Macintosh Portrait Display 5.00 60.00 10.00 120.00 
Disk Drives 
$C30011 ProFile 5.00 60.00 10.00 120.00 
$C30034 ProFile 10 5.00 60.00 10.00 120.00 
$C20002 Disk II 5.00 60.00 10.00 120.00 
$C30012 Disk /// 5.00 60.00 10.00 120.00 
S$C90007 DuoDisk 5.00 60.00 10.00 120.00 
$C20037 UniDisk 5.00 60.00 10.00 120.00 
SC00050 Apple 5.25 Disk Drive 5.00 60.00 10.00 120.00 
$C40029 Disk lic 5.00 60.00 10.00 120.00 
$C70027 Macintosh External Disk Drive 5.00 60.00 10.00 120.00 
SC70047 Macintosh 800K External Disk Drive 5.00 60.00 10.00 120.00 
$C70038 Hard Disk 20, Hard Disk 20SC 5.00 60.00 10.00 120.00 
$C00061 Macintosh Internal 20 SC Hard Disk 5.00 60.00 10.00 120.00 
$C00062 Macintosh Internal 40 SC Hard Disk 5.00 60.00 10.00 120.00 
$C00063 Macintosh Internal 80 SC Hard Disk 5.00 60.00 10.00 120.00 
SOOSSLL/A ard Disk 160 SC 5.00 $0.00 10.00 120.00 
$C00065 Hard Disk 40 SC 5.00 60.00 40.00 120.00 
$SC00066 Hard Disk 80 SC 5.00 60.00 10.00 120.00 
SC00067 Apple Tape Backup 40 SC 5.00 60.00 10.00 120.00 
$C20040 UniDisk 3.5 5.00 60.00 10.00 120.00 
$C00049 Apple 3.5 Disk Drive 5.00 60.00 10.00 120.00 
$C00077 Macintosh Internal 160MB Hard Disk 5.00 60.00 10.00 120.00 
$C00064 Apple PC 5.25 Drive 5.00 60.00 10.00 120.00 
SC00042 AppleCD SC Drive 5.00 60.00 10.00 120.00 
SC00040 Apple 1.4 MB FDHD/SuperDrive 5.00 60.00 10.00 120.00 
SOO99LL/A Hard Disk 160 SC 5.00 60.00 10.00 120.00 


APPLE SERVICE ADMINISTRATION 


a ; 


Prices shown do not reflect actual prices 
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Part No, Description 

Data Communications 

$C20023 Modem 300 

$C20024 Modem 1200 

S0123LL/A Internal Modenv Macintosh Portable 
$C00039 Apple Personal Modem 
SC00069 AppleFax Modem 
S0087LL/A Apple Data Modem 2400 
SO088LL/A TokenTalk Card 

SO089LL/A Coax/Twinax Card 
SOO96LL/A Serial NB Card 

$C00047 Apple Il Video Overlay Card 
SC00068 Apple EtherTalk NB Card 
$C20044 Apple lle,tic, GS Memory Expansion Card 
Printers 

SC70036 LaserWriter, LaserWriter Plus Printer 
$C00071 LaserWriter Il SC 

$C00072 LaserWriter ll NT 

$C00073 LaserWriter Il NTX 
$C30010 Daisy Wheel Printer 
$C20005 Dot Matrix Printer 

$C20019 ImageWriter Printer 
$C00041 ImageWriter I] Printer 
$C00070 ImageWriter LQ 

$C40031 Scribe Printer 

$C20004 Silentype Printer 

$C30015 Color Plotter 

SC00084 Apple Scanner 

Input Devices 

$C70026 Macintosh Numeric Keypad 
SC20008 Numeric Keypad 

SC20006 Graphics Tablet 


Dealer Price 


Monthly Annual Monthly Annual 


APPLE SERVICE ADMINISTRATION 


Suggested 
Retail Price 


Prices shown do not reflect actual prices 
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120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 


120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 
120.00 


120.00 
120.00 
120.00 
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(Answers) 


Directions Compare your answers with those given below. 


X  ImageWriter II Printer 
LaserShare Print Spooler 
X Apple 5.25 Disk Drive 

X Monitor Ilc 
___ Joystick 


Macintosh Numeric Keypad 


AppleColor RGB Monitor 


ProDOS 
Apple IIcs 
Hand Controller 


MacWrite 

AppleLine 3270 File Transfer 
Hard Disk 40SC 

Super Serial Card (with system) 
Apple II Memory Expansion Card 


Apple Personal Modem 


AppleShare File Server 


Did you miss more than two items on the entire exercise? If so, you should to take time 
now to review the content provided in the section entitled The AppleCare Program 


Otherwise... 


Continue with the next section - Exercise: Filling Out the AppleCare Form. 
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Guide to Filling Out 
the Form 


Parts of the Order 
Form 


APPLE SERVICE ADMINISTRATION 


Form 


This section provides directions for filling out the AppleCare Order Form and two 
situations that you can use to practice filling out the form. 


The numbered steps below refer to the circled numbers on the sample form on the next 
page. 


1. 


Z. 
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AppleCare Customer No. 


Each AppleCare customer has one permanent AppleCare customer number. The 
first time a customer buys AppleCare, the preprinted Order Form Number is 
assigned as the permanent AppleCare Customer Number. Tell the customer to 
keep a record of this number for claims, renewals, etc. 


This means that if you are dealing with a first-time AppleCare customer, the 
customer number is the same as the Order Form Number that is preprinted on the 
line below. (You do not need to recopy this number.) If this is a renewal of an 
earlier AppleCare contract, enter the customer number from the old contract. 


If you need to use an additional order form for more equipment for the same 
customer, use the original (first) Apple Cave Customer Number on all succeeding 
forms, 


Authorized Apple Dealer Information 


Enter your dealership or organization name, dealer number, address, and phone 
number in this section 
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SAMPLE APPLECARE FORM , 
re Customer No: _ co 
AgreementNo: OQGAG26 
Apple Ou'ner This copy of the AppleCare order form serves as your temporary confirmation of AppleCare coverage. You should receive your AppleCare Confir- 


mation Certificate from Apple Computer, Inc. within six weeks. If you do not, please call (408) 974-2222. Should you have a service claim before - 
you receive your certificate, fee ori else G pes ol dre 


Apple Reseller Please complete this order form for your customer. This Agreement must have only one term of coverage for all listed products and must not 
exceed 36 months. Retum the Apple copy within 10 days to your Apple Regional Support Center, Attention: AppleCare. 


Authorized Name: o~ Dealer No: 
pred a aT € ) SRNR “7° URNS Dea 


Information Le State: dip: 
Check all that apply. See instructions (B) for filling in numbers. 
[1 New Customer C AppleCare Promotion 
(3) € AppleCare Renewal CO Change of Owner 
Y ] 0 Change of Address «CD Purchase Order No. 
[© AppleCare Secured Contract 
Customer Name/Company: 
Information Attention: 
Address: Phone: 
City: State: Zip: 
AppleCare Start Date: _____ AppleCare Expiration Date: ___.______ Equipment Purchase Date: 
Equipment Product Description AppleCare Part No. Monthly Cost 


covered by = 
AppleCare 


Discount (if applicable) | - 
Subtotal 
Sales Tax (if applicable) | + 
Total 
Apple Owner The terms and conditions of this contract are stated on the reverse side. By signing this contract, you acknowledge that you have read and 


understand it and agree to be bound by its terms and conditions. Further, you agree that it is the complete statement of the contract between you 
and Apple, and that it supersedes all others, oral or written, relating to the subject matter of this order form. 


Customer Signature: Date: 


Reseller Signature: Date: 

A7G0010’B 
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APPLE SERVICE ADMINISTRATION 


Form 


3. Conditions 


In this section, you check the conditions that apply to the sale of AppleCare for 
which you are writing the order form. You should check all boxes that apply to the 
situation. The check boxes are described below: 


e AppleCare Renewal - If the customer is renewing a previous AppleCare 
agreement, check this box and fill in the Order Form number of the customer's 
original AppleCare Customer Number. 


If the customer wants to renew all of the equipment on the existing AppleCare 
agreement, you need to complete only those sections necessary to calculate 
the price. If the customer wants to renew only selected equipment, list each 
piece on the Order Form and complete the rest of the form as you would fora 
new customer. 


e Change of Address - If customers change their address, check this box; be 
sure to fill in the original AppleCare Customer Number. Complete the 
Customer Information section with the new address. 


e AppleCare Secured Service Agreement - Check this box if you are using 
this Apple Care agreement to secure your own service agreement. The 
Confirmation Certificate and the Renewal Letter will be sent directly to you and 
will reference the customer listed in the Customer Information section. You 
can find complete details on securing your service agreements with AppleCare 
in “Securing Your Own Service Agreements with AppleCare’ in the Service 
Programs Manual. (The previous section of this module contained a 
reproduction of these pages from the manual.) 


e AppleCare Promotion - If this AppleCare agreement is being sold as part of 


an Apple-sponsored AppleCare promotion, check this box. Attach the coupon 
that accompanies the offer. 
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APPLE SERVICE ADMINISTRATION 


4, 


5. 


e Change of Owner - If there is a new owner for the covered equipment, check 
this box and write the original AppleCare Order Form Number in the space 
provided. Complete the Customer Information section by listing the new 
owner, and complete the Equipment Coverage section by listing only the 
equipment that is being transferred to the new owner. The new AppleCare 
Order Form number now becomes the new customer’s Apple Care Customer 
Number. 


e Purchase Order No. - If the customers are acquiring AppleCare for newly 
purchased equipment, check this box and fill in the P.O. number printed on 
your invoice. 


Customer Information - Enter the client's name, company name, address and 
phone number. 


AppleCare Start Date, AppleCare Expiration Date and Equipment 
Purchase Date 


Carefully determine each of these three dates and enter them in the designated 
spaces. 


Start Date: If customers buy AppleCare when they buy the equipment, the 
AppleCare start date is the day after the expiration of the limited 90-day warranty. 
If they buy AppleCare after the limited warranty has expired, a reseller inspection is 
required. Once a reseller inspection is completed, the customers can define their 
preferred date for starting the AppleCare coverage. 


Expiration Date: To determine the AppleCare expiration date, add the number of 


months of coverage purchased to the start date. 


Example: On January 20, 1990 a customer purchases a Macintosh SE and 
AppleCare coverage for twelve months. The 90-day Limited Warranty will cover 
the product through April 20, 1990. The start date for AppleCare coverage will be 
the day after the Limited Warranty ends—April 21, 1990. The AppleCare expiration 
date will be twelve months later—April 21, 1991. 
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Form 


APPLE SERVICE ADMINISTRATION 


6. Equipment Covered by AppleCare 


In this section of the Order Form, you must list each Apple hardware component to 
be covered by AppleCare. 
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Provide a complete description for each product. Example: Macintosh SE, 
Model Number, Serial Number. 


Enter the Apple Care part number for each product. 


Each Apple product has its own AppleCare product number. AppleCare 
product numbers and suggested retail prices are listed in: 


- the inside cover of the AppleCare Order Form packet 
- the AppleCare price card 


— the Confidential Dealer Price List 
-  AppleLink 


You can find reseller prices and product numbers in the PRICES section of the 
Apple Service Programs manual and in the Confidential Dealer Price List. 


Enter the Apple product serial number for each product. 
Enter the price of a single month’s coverage for each product. 


To determine the total monthly price, add up the monthly prices for all covered 
equipment. 


Write the number of months purchased. You must fill in this number. The 
term must be at least two months, but not more than 36 months. (The 
agreement must have only one term of coverage for all products listed on the 
form.) 

Multiply the monthly price by the number of months purchased. 

If applicable, compute the sales tax. 


Add sales tax when you calculate the total. 
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Apple SERVICE ADMINISTRATION 


Note: Be sure to list on the AppleCare Order Form any interface cards bought 
with the system, and write “No Charge” in the price column. (Cards do not have 
AppleCare numbers.) Entering cards on the AppleCare form helps you and your 
customer keep track of everything that is covered under the agreement (though they 
will not be listed on the Confirmation Certificate from Apple). All cards (except the 
Apple II Memory Expansion Card) are covered at no charge with the purchase of 
AppleCare for the system. 


Apple Owner 


Ask the customer to sign and date the Order Form, and then you sign and date it. 


Multiple Copies of the = When you have finished filling out the AppleCare form, separate the three copies of the 
Order Form form, and distribute them as follows: 


Top Copy - Present the first copy to the customers. Tell them that the copy is their 
temporary receipt of coverage until they receive the AppleCare Confirmation 
Certificate (usually within six weeks), Call attention to the AppleCare Customer 
Number. Instruct the customers to use the number whenever they need to use 
AppleCare or discuss an AppleCare issue. 


Second copy - This is Apple’s copy. You must send this copy to Apple within 
ten days of the sale. Send it to your Apple Regional Support Center, Attention: 
AppleCare. Here are the addresses for the three Support Centers: 


California: Apple Computer, Inc. 
600 E. Hamilton Avenue 
Campbell, California 95008 


Illinois: Apple Computer, Inc. 
2100 Golf Road, Suite 110 
Rollling Meadows, Illinois 60008 


North Carolina: Apple Computer, Inc. 


5130 Parkway Plaza Blvd. 
Charlotte, North Carolina 28217 


Upon receipt of this form, Apple will invoice you and send the customer a 
Confirmation Certificate. 


Third copy - This is the reseller copy. File it in a safe place for future reference. 
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Need More Space to 
Record Equipment? 


APPLE SERVICE ADMINISTRATION 


Form 


If you need to list more equipment than will fit on one form, you may use either an 
additional Order Form or an AppleCare Order Form Equipment Coverage List, 
part number A2F0236. If you use an additional Order Form, write the Order Form 
Number from the first form on all subsequent forms. Do not use the Order Form 
numbers from the additional forms. 


The Equipment Coverage List provides additional space for listing equipment. Use as 
many forms as are needed to list all of your customer's equipment. When using this list, 
complete it as you would a regular AppleCare Order Form, filling in the Order Form 
number from page 1, and bring the total to the first page before calculating the grand 
total. 


Continue with the next section — Exercise: Filing out the AppleCare Fprm. 
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APPLE SERVICE ADMINISTRATION 


AppleCare Form 


Directions Complete the AppleCare Order Form provided on the next page for this situation: 
Case 1 On March 17, 1989, Mary O'Neal purchases the following equipment, which she wants 

covered under AppleCare for a year after warranty: 

Apple IIc S/N 00300125 

AppleColor Composite 

Monitor IIc S/N 076869 

Disk Drive IIc S/N 00077302 

ImageWriter II Printer S/N 200259 

AppleWriter 


Mary lives at 2233 Park Road, Charlotte, NC 28210 
Phone: (704) 525-8156 


lat o\ Lf 


Note: Use the AppleCare price pages on pages 57- 59 of this module. 


When you have completed the form, check your form against the 
completed form given on the page following the blank Order Form. 
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APPLECARE FORM 
AppleCare Customer No; 
Agreement No: OQQAE?E 
Apple Ou'ner This copy of the AppleCare order form serves as your temporary confirmation of AppleCare coverage. You should receive your AppleCare Confir- 
mation Certificate from Apple Computer, Inc. within six weeks. If you do not, please call (408) 974-2222. Should you have a service claim before. 
you receive your certificate, ors Gocimend ol gerve as Sear prokk l covers 
Apple Reseller Please complete this order form for your customer. This Agreement must have only one term of coverage for all listed products and must not 
exceed 36 months. Retum the Apple copy within 10 days to your Apple Regional Support Center, Attention: AppleCare. 
Authorized Name: Decale No: 
Apple Reseller MDS a a ee ce PON ) 
Information I a a a eo SI Zip: 
Check all that apply. See instructions (B) for filling in numbers. 
(1 New Customer © AppleCare Promotion 
1 AppleCare Renewal _ «OS Change of Owner 
[ Change of Address _. SC Purchase Order No. 
CD) AppleCare Secured Contract 
Customer Name/Company 
Information Attention: 
Address: Phone 
City State: Zip: 
AppleCare Start Date: AppleCare Expiration Date: Equipment Purchase Date: 
Equipment AppleCare PartNo. | Product Serial Number Monthly Cost 
applecere ae re 
Monthly Total 
Number of Months | x 
Subtotal 
Discount (if applicable) | - 
Subtotal 
Sales Tax (if applicable) | + 
' Total 
Apple Owner The terms and conditions of this contract are stated on the reverse side. By signing this contract, you acknowledge that you have read and 


understand it and agree to be bound by its terms and conditions. Further, you agree that it is the complete statement of the contract between you 
and Apple, and that it supersedes all others, oral or written, relating to the subject matter of this order form. 


Customer Signature. 0 Date: 

Reseller Signature. 0 Dat: 

A7G0010’B 
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eo ® 


APPLECARE FORM (Answer) 


Apple Owner 


Apple Reseller 


Authorized 
Apple Reseller 
Information 


Customer 
Information 


Equipment 


covered by' 


AppleCare 


Apple Owner 


AppleCare CustomerNo: ZOAY O26 - 
AgreementNo: PQGAGB26 | 


This copy of the AppleCare order form serves as your temporary confirmation of AppleCare coverage. You should receive your AppleCare Confir- 
mation Certificate from Apple Computer, Inc. within six weeks. If you do not, please call (408) 974-2222. Should you have a service claim before » 
you receive your certificate, iis ascirseea aillaseie ss vous crcl ol ee 


Please complete this order form for your customer. This Agreement must have only one term of coverage for all listed products and must not 
exceed 36 months. Retum the Apple copy within 10 days to your Apple Regional Support Center, Attention: AppleCare. 


asa. Youe NAME 
Address: D 
_ ss RDORESS 


City: PAP, 

Check all that apply. See instructions (B) for filling in numbers. 

JA. New Customer 1 AppleCare Promotion 
[1 AppleCare Renewal _CCCC*‘«C Charger of Owner 

(0 Change of Address _O CC) Purchase Order No. 


( AppleCare Secured Contract 


Name/Company: MARN ONEAL 


Attention: 


Address: “2-2. RK ED. Phone:( 
Ciy CHARLOTTE State: 


AppleCare Start Date: ©“ '1-89_ AppleCare Expiration Date: © “'T-AO__ Equipment Purchase Date:_2 71 - 84 


Product Description AppleCare Part No. Product Serial Number Monthly Cost 


lO .00 
O1bBA ryan 
IO 20 


Monthly Total UD , Oo 


Number of Months | x (2 


subtoul | UQO.op 
Discount (if applicable) N/A 
Subtotal | oa 
Sales Tax (if applicable) | 
Total 
The terms and conditions of this contract are stated on the reverse side. By signing this contract, you acknowledge that you have oa and 


understand it and agree to be bound by its terms and conditions. Further, you agree that it is the complete statement of the contract between you 
and Apple, and that it supersedes all others, oral or written, relating to the subject matter of this order form. 


Customer Signature: O" Lal Date: 2: \1 “BA 

Reseller Signature: RN AMe- Date: 3-(1 -BRO 

A7G0010'B 
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Continue with Part 2 of this exercise. 
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Directions 


Case 2 
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Exercise: Filling Out the 
AppleCare Form 


Complete the AppleCare Order Form provided on the next page for this situation: 


On February 1, 1989, Bill Roberts purchased an Apple Ics, an Apple Monochrome 
Monitor, an Apple 3.5 Drive, and a two-year AppleCare Service Plan for the new 
products. 


Now, two months later, Bill has decided to buy an Image Writer II printer (S/N 016812). 
He wants the new printer covered under an AppleCare agreement that will expire the 
same month as the agreement that covers his IIGS system. Bill’s customer number 
(from his original AppleCare agreement) is 1263471. His address is 6801 Burlwood 
Ave., San Francisco, CA 94111. Phone: (415) 683-2721. 


Note: Use the AppleCare price pages on pages 57- 59 of this module. 


When you have completed the form, check your form against the 
completed form given on the page following the blank Order Form. 
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APPLECARE FORM 
AppleCare Customer No: 
Agreement No: PQQAG2E 
Apple Ou'ner This copy of the AppleCare order form serves as your temporary confirmation of AppleCare coverage. You should receive your AppleCare Confir- 
mation Certificate from Apple Computer, Inc. within six weeks. If you do not, please call (408) 974-2222. Should you have a service claim before - 
you receive your certificate, this document will serve as your of coverage. 
Apple Reseller Please complete this order form for your customer. This Agreement must have only one term of coverage for all listed products and must not 
exceed 36 months. Retum the Apple copy within 10 days to your Apple Regional Support Center, Attention: AppleCare. 
Authorized Name: te Dealer No: 7 
Apple Reseller Address: Sat Fa ea th ee PONE | ) , 
Information City: ———______ nN Sle: Zip: 
Check all that apply. See instructions (B) for filling in numbers. 
C) New Customer © AppleCare Promotion 
[1 AppleCare Renewal __ CC sC«C Change of Owner 
[1 Change of Address | ______- © Purchase Order No. 
(1 AppleCare Secured Contract 
Customer Name/Company 
Information Attention: 
Address: Phone 
City State: Zip: 
AppleCare Start Date: AppleCare Expiration Date: Equipment Purchase Date: 


Equipment 


covered by 


AppleCare 


Apple Owner 


AppleCare PartNo. | Product Serial Number Monthly Cost 


Monthly Total 
Number of Months | x 


Subtotal 

Discount (if applicable) | - 
Subtotal 

Sales Tax (if applicable) | + 
Total 


The terms and conditions of this contract are stated on the reverse side. By signing this contract, you acknowledge that you have read and 
understand it and agree to be bound by its terms and conditions. Further, you agree that it is the complete statement of the contract between you 


and Apple, and that it supersedes all others, oral or written, relating to the subject matter of this order form 
Customer Signature; 0 Date: 


Reseller Signature. 0 Date: 
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Exercise: Filling Out the 
AppleCare Form 


Compare your answers to those provided on the following page. 
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APPLECARE FORM (Answer) 


Apple Ou'ner 


Apple Reseller 


Authorized 
Apple Reseller 
Information 


Customer 
Information 


Equipment 
covered by’ 


AppleCare 


Apple Owner 


re Customer No: A\ZESH 
Agreement No: PQQAGB2E 


This copy of the AppleCare order form serves as your mance confirmation of AppleCare coverage. You should receive your AppleCare Confir- 
mation Certificate from Apple Computer, Inc. within six w ou do not, pat call (408) 974-2222. Should you have a service claim before 
you receive your certificate, this document will serve as your split pectin 


Please complete this order form for your customer. This Agreement must have only one term of coverage for all listed products and must not 
exceed 36 months. Return the Apple copy within 10 days to your Apple Regional Support Center, Attention: AppleCare. 


Name: Your. NAME Dealer No: OvR NUM 
Address: _ AND Phone: ( _) AND wees 
City: =Avie as Suate: Zip: __. 

Check all that apply. See instructions (B) for filling in numbers. 

[ New Customer C AppleCare Promotion 

[1 AppleCare Renewal _ CD) Carne of Owner 


[0 Change of Address _. ss CCCCC«CD) Purchase Order No. 
[ AppleCare Secured Contract 


Name/Company: BILL RoBeRTS 


rere n'S0\ TVeLScop AVE Phone: CSE -212. 
City: sate: CA, “zip, AEM 


AppleCare Start Date: 1-\-B%_ AppleCare Expiration Date: > ~\—A\ Equipment Purchase Date: - \- 84 


| Product Description | AppleCare PartNo. | Product Serial Number Monthly Cost 


waweeren Ze [ooo | owere | 0.05 


Monthly Total lo .co 


Number of Months | x "Cs Ls 


Subtotal 220-60 
Discount (if applicable) Me N/A 
Subtotal 1220.00 
Sales Tax (if applicable) | + WN 
Toal | “220- Od 
The terms and conditions of this contract are stated on the reverse side. By signing this contract, you acknowledge that you have read and 


understand it and agree to be bound by its terms and conditions . Further, you agree that it is the complete statement of the contract between you 
and Apple, and that it etd F Coborte ,felating to the subject matter of this order form. 


Customer Signature: Date: UL - \- S| 
Reseller Signature: a NAME Date: , -\-@1 
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Continue with the next section - The Module Exchange Program. 


of 
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Introduction 


The Exchange 
Program 


Stock Price 


Exchange Price 


APPLE SERVICE ADMINISTRATION 


Module 


In this section, you will learn the difference between “stock” and “exchange” prices for 
service modules. You will learn how to determine whether or not a customer’s faulty 
module qualifies for the exchange price. (If it doesn’t, your service department will 
have to pay the full stock price for the new module and will generally charge the 
customer accordingly.) | 


Apple has found that a system of module swapping is the easiest, most economical, and 

highest quality method of repair at the first, or service provider, level. The Apple 

Module Exchange Program is the means by which you send defective modules to Apple 

and receive in return functional modules, | 

The system works like this: 

1. The service provider purchases an initial service module at the stock price. 

2. The service provider troubleshoots and removes a faulty module from the 
customer's system, replaces it with the service module from his inventory, and 
sends the happy customer home with his system. 


3, The service provider then sends the faulty module back to Apple for repair. 


4. Upon receipt of the faulty module, Apple returns a functional module of the same 
type — and charges the service provider the exchange price this time. 


5. The service provider then places the new functional module back in his inventory. 
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Exchanges Save So, what's the difference between an “exchange” module and a “stock” module? 

Money Absolutely nothing, except price. Apple charges less for exchange modules than for 
stock modules, and the customer saves money because most service providers charge 
lower rates for repairs that are based on exchange rather than on stock price. 


Most modules that you remove froma customer's system will be acceptable for 
exchange. If the module has not suffered damage or unauthorized modification, it can 
be exchanged. 


Identifying Modules To learn how to identify modules that qualify for the exchange program, read the 
That Qualify following pages which have been reproduced from the Apple Service Programs manual. 


Continue with the next section - Exercise: Identifying Modules That Meet 
Exchange Criteria. 
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® 


RETURNED AND REPAIRED EXCHANGE MODULES CRITERIA 


Criteria For Defective Modules 


The following defines the criteria for defective modules that should be returned to 
Apple Computer. 


1. Repairable Modules 


lf the customer's defective module shows no signs of modification or damage, it is 
considered repairable and is to be treated as an Exchange. Apple will return any 
module submitted for exchange that contains extra items. Refer to the Module 
Identification manual to determine what is included on or with a module. When 
returning modules to Apple, refer to the packaging instructions included in this 
section of the manual. 


2. Preparation of Repairable Modules 


Exchange Modules must be prepared according to the Technical Procedures 
manuals and the Module Identification manual. Failure to do so will result in the 
return of the unexchanged module or charge to your account. The following 
action will be taken by Apple for certain improperly prepared modules: 


a) A module missing or containing the wrong configuration of ROM(s), RAM(s), 
SIMM(s), or any proprietary part will be returned unexchanged. 


b) A module missing required packing materials will be accepted and your account 
will be charged (see the PRODUCT NOTICES section for special packaging 
information). 


c) A module containing extra parts, manuals and/or software will be returned 
unexchanged. : 


Any module that is returned unexchanged will be accompanied by a Problem 
Product Receipt Notice explaining the reason for the return. 
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3. Non-Repairable Modules 


You may not return modules with any of the following to Apple Computer: 
a) evidence of oil, soft drinks, coffee, or any foreign substance, etc.; 

b) cracked, broken, or burned PC Boards; 

c) blown ICs/components with damaged substrates; 

d) lifted traces/pads due to unauthorized soldering or other modifications; 


e) evidence of attempts to rework the Power Supply at the component level (except 
for switch replacement); 


f) missing components and/or parts; for specific issues concerning ROMs, see the 
PRODUCT NOTICES Section. 


g) disk drive head carriage wires exposed, nicked, or cut; 
h) disk drive load pads containing any foreign substance. 


When a defective module is non-repairable, discard the defective module and charge 
the customer for a service stock module. You will need to order another service 


Stock module to replenish your service inventory. 


Criteria For Repaired Exchange Modules 


The following defines the cosmetic appearance of repaired exchange modules that 
Apple returns to you: 


e — Any portion of a module that is visible (on the exterior of a product) to the 
customer when installed may contain minor surface scratches and/or dents. 


¢ — Any portion of a module that is not visible to the customer when installed must 
meet the following stated criteria as a minimum. 
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1. Board Assemblies (PCB) 


MISSING PADS - Missing pads are allowed as long as the following conditions 
exist: 


a) No traces connect to the missing pad. 


b) Agood solder joint exists on any component, wire, etc. that connects to that 
location. The solder joint must be visible. 


FLUX RESIDUE — Flux residue may exist. 


SOLDER MASK COVERAGE - Missing solder mask on both the circuit and 
component side of the board is acceptable. 


JUMPER WIRES — Rework jumper wires may appear on either side of the board. 


GOLD PLATED CONTACT FINGERS -— Gold plated contact fingers must be free 
of solder for a minimum of .200 inches from the leading edge of the bevel. 


2. Keyboards 


KEYCAP COLOR - All keycaps shall be of the same color, texture, and molding 
style. 


KEYCAP SCRATCHES - All keycaps shall be free of scratches on the top 
surface. Minor scratches on the sides of the keycaps may exist. 


3. Power Supplies 


CASING SCRATCHES - Surface scratches are acceptable as long as the casing 
shape has not been deformed. A surface scratch is defined as any mark or 
impression to the casing surface. 


CASING DENTS - Minor dents/bends in the casing up to one half (1/2) inch in 
diameter are acceptable provided they do not affect fit and function. The power 
switch and cord side shall be free of dents/bends. Any dents/bends in excess of 
one half (1/2) inch are not acceptable. 


4, Disk Drives 


FACE AND LOGO PLATES - The face and logo plates may contain minor surface 
scratches and/or dents. 


Continue with the next section — Excercise: Identifying Modules That Meet 
the Exchange Criteria. 
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That Meet Exchange Criteria ( 


Part 1 


Directions Answer the following two items as indicated. 


1. Briefly describe in your own words how the Apple Module Exchange Program 


works. 


2. What's the difference between a stock module and an exchange module? 


3. You used an Advanced Exchange module for a repair. Within how many days after 
the date Apple shipped the AE module to you should you send the defective part to 


Apple? 


within____ days 
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( That Meet Exchange Criteria 


Compare your afiswers to those provided on the next page. 
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Exchange Criteria (Answers) 


Part 1 


Directions Compare your answers to those given below. 


1. The key points of the Apple Module Exchange Program are these: 


You buy an initial service module at the stock price. 

When repairing a system, you replace a faulty module with the service module 
from your inventory. 

You send the faulty module back to Apple for repair. 

Apple sends you a functional module of the same type and charges you the 
exchange price. 

You place the new module back in your inventory. 


2. The exchange module costs less than the stock module. 


3, Within 30 days 


Continue with Part 2 on the next page. 
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Identifying Modules 
That Meet Exchange Criteria 


Part 2 


Directions Place a check mark by the number of each example that meets Apple’s exchange 
criteria for modules. Base your judgment on the information given. 


1, You discover that the logic board of Mary Smith’s IIGS has been 
“enhanced” by the addition of ICs and soldered jumper wires. 

2. You diagnose the problem with the school district's Macintosh SE as a 
faulty video board that looks OK but just doesn’t work. 

3,——— Jim Martin brings in an Apple IIc mouse that has been immobilized by a 
Sticky substance. 

4,____ You discover that Joan Thompson’s ImageWriter II logic board is missing 
an IC. 

5._____ Sybil Lance’s Hard Disk 20 fails the Macintosh Hard Disk Drive 
Diagnostic. The intact controller board is diagnosed as the problem. 

6,____ The local YMCA brings in an old ImageWriter Printer whose CPU card 
has finally given out. 

re Anne Turner brings in her Apple Modem 1200 with a cracked PCB, 

8... You discover that the load pads on the school district's Apple 5.25 Drive 
are jammed with a paper fiber material. 

9, The components on the power supply of John Reed’s Apple Ile have 
been altered. 

10... The carriage wires of Bob Brown’s Macintosh External 800K Drive have 


been cut by a sharp object used to forcibly eject a diskette. 


Compare your answers to those provided on the next page. 
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Exchange Criteria (Answers) 


Compare your answers with those given below. 
1... You discover that the logic board of Mary Smith’s IIGS has been 
“enhanced” by the addition of ICs and soldered jumper wires. 


2. X You diagnose the problem with the school district’s Macintosh SE as a 
faulty video board that looks OK but just doesn’t work, 


3, Jim Martin brings in an Apple IIc mouse that has been immobilized by a 
sticky substance. 

4,____ You discover that Joan Thompson’s ImageWriter II logic board is missing 
an IC. 


5. X Sybil Lance’s Hard Disk 20 fails the Macintosh Hard Disk Drive 
Diagnostic. The intact controller board is diagnosed as the problem. 


6. X_ The local YMCA brings in an old Dot Matrix Printer whose CPU card has 


finally given out. 

7, __ Anne Turner brings in her Apple Modem 1200 with a cracked PCB. 

8. You discover that the load pads on the school district's Apple 5.25 Drive 
are jammed with a paper fiber material. 

9, _— The components on the power supply of John Reed’s Apple Ile have 
been altered. 


10,__— The carriage wires of Bob Brown’s Macintosh External 800K Drive have 
been cut by a sharp object used to forcibly eject a diskette. 


If you missed more than one of these items, you should to take time now to study the 
guidelines presented the section entitled The Apple Exchange Program. 


Otherwise ... 


Continue with the next section - The Media Exchange Program. 
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Media Exchange Program 


& ie 


Customers can exchange defective or damaged diskettes and manuals through the 
Apple Media Exchange Program. Details about the Media Exchange Program are 
provided in the Apple Service Programs manual. 


To leam what the program covers and the how to use the program, read the following 
pages which were reproduced from Apple Service Programs manual. 
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APPLE MEDIA EXCHANGE PROGRAM 


Program Description 


° The Apple Media Exchange Program allows a customer to exchange 
defective and damaged diskettes and manuals free of charge. 


¢ The Program is designed to allow you to provide a solution to a 
customer's requests for replacement media with no investment in service 
inventory. 


¢ Apple will replace the customer's damaged or defective media with 
essentially the same media the customer originally purchased. Note: The 
label may be a special Media Exchange label. Any modifications to the 
software package that may have been made by the customer will not be 
included in the replacement software. 


¢ Apple provides the list of supported diskettes and manuals in the Service 
Programs manual, further on in this section. This list is updated as 
needed. Only the media on this list can be exchanged under the 
Media Exchange Program. 


° Apple also provides Media Exchange Cards. These cards are available 
free of charge through your support center, (p/n 073-0156, a pad of 20 
cards). These cards contain all of the necessary information for replacing 
damaged or defective media. 


Guidelines For Exchanging Damaged Or Defective Media 


* When a customer comes into your dealership requesting replacement 
media, always check the list of supported media to ensure that the 
_ customer's media is still covered under this program. 


* Once you have determined that the media is defective and covered by the 
program, have the customer complete the Apple Media Exchange Card 
and send it and the damaged or defective media to: 


Apple Media Exchange Program 

600 East Hamilton Avenue 

Campbell, CA 95008 

Attention: Media Exchange Coordinator 
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¢ Donotuse the Apple Direct Air Shipping and Handling Program to 
return media. Customers are responsible for postage to return media to 
Apple for exchange through the Media Exchange Program. 


¢ Send in defective items only—not whole packages. For example, ifa 
software package contains three diskettes and a manual, send in only the 
damaged or defective diskette or manual—not the whole package. Apple 
will not be responsible for the loss of whole software packages. 


¢ Claims, once received by Apple, are processed within 48 hours. 
Therefore, including shipping time, the turnaround time for a media 
exchange order is two to three weeks. 


Note: Apple does not recommend that you replace a customer’s media from 
your Finished Goods inventory because replacement media may have a 
specific Media Exchange Program label as opposed to a Finished Goods 
label. 


Media Not Covered By The Program 


° Media missing from Finished Goods packages will not be replaced 
through this program. The return procedures established with your Apple 
Support Center will apply to packages that have missing items. Refer to 
the Missing Items Procedures in this section for information regarding the 
media missing from Finished Goods packages. 


¢ Media that a customer claims as lost will not be supported by this 
program, because the program is based upon the existence of damaged 
or defective media. 


e Enhancements to software packages will not be obtainable through the 
Media Exchange Program. This program is an avenue for customers to 
replace media which has been proven defective or become damaged; it is 
not an avenue for customers to improve or change the functionality of a 
software product. 


¢ Data that may have been saved on an application or system diskette 
cannot be restored on the replacement diskette. 
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Purchase of Hardware Manuals 


In order to support customers who have lost a hardware manual or who want to 
purchase an additional manual, you can purchase hardware manuals in single 
quantities through your Support Center. The Media Exchange List is coded to 
show the manuals available and their prices. Please note that 


¢ — the purchase of hardware manuals is not subject to Service’s $50 
minimum parts order restriction. 


¢ due to a concern about software piracy, most software manuals are not 
available for purchase; only System Software and Utility manuals are 


excluded from this policy. 


CLARIS SUPPORTED PRODUCTS 


The following Apple logoed products have transitioned to the Claris logo: 


MacWrite 
MacDraw 
MacPaint 
MacProject 
AppleWorks 


Apple logoed manuals and diskettes for these products are no longer supported 
through the Apple Media Exchange Program. Claris has assumed support for 
these products. If customers contact you for replacement of one of these items, 
please instruct them to call Claris (415) 962-8946. Customers will be presented 
with an option to 


1) upgrade for a nominal charge to an enhanced Claris version (if 
available), or 


2) receive a replacement of the Apple version at no charge. 
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QUANTUM SUPPORTED PRODUCTS 
The following Apple logoed product is supported by Quantum: 


AppleLink — Personal Edition 


Apple logoed manuals and diskettes for this product are no longer supported 
through the Apple Media Exchange Program. Quantum is responsible for the 
support of this product. If customers contact you for replacement of this item, 
please instruct them to call Quantum at 

1-(800)-227-6364 or write: 


Quantum 
8620 Westwood Center Drive 


Vienna, VA 22180 


LIST OF SUPPORTED MEDIA 


The Media Exchange Program list begins on the following page. Only the 
products on this list are covered by the Media Exchange Program. 


Refer to the following legend when using the Media Exchange Listing. 


: Supported by Claris 
G Indicates a change to either the part number, description,or price 


MEDIA EXCHANGE LIST ON APPLELINK 


For easy access, the Media Exchange List is located in two places on AppleLink: 
1) An Excel file is located under the Service & Training icon in the Service folder. 
This allows you to easily download this list as a disk file and maintain your own 
copy using Excel or other compatible spreadsheet/database programs. 2) An 
AppleLink-format file continues to be located under the Service Programs Manual 
library icon. To access prices in the library, use the search words “Media 
Exchange Program.” Each month, this information is updated in conjunction with 
the Media Exchange Listing in the Service Programs mailing. 


Continue with the next section — Exercise: Using the Media Exchange 
Program. 


Apple Service Training — April '90 Apple Service Administration — 89 


APPLE SERVICE ADMINISTRATION 


Media Exchange Program 


Directions Answer the following items as indicated. Some require that you write an answer. If 
answer options are given, circle the correct answer(s). 


1. Acustomer has a software package that includes four diskettes and a manual. One 
of the diskettes is faulty. What do you send in to Apple? 
A. The faulty diskette only 
B, All four diskettes, but not the manual 
C. All four diskettes and the manual 


2. Is this statement TRUE or FALSE: 


Itis a good idea to give the customer media from your own Finished Goods 
inventory and later add the exchange media to the inventory. 


TRUE FALSE 


3. In which of the following situations, could you use the Media Exchange Program to 
provide media to the customer? Check all correct answers. 


A. Acustomer has lost her Macintosh SE Owner’s Manual. 


B. Acustomer’s LaserWriter II NIX Owner's Manual has three damaged 
pages. 


C. When a customer opened up the carton containing his new Apple 
Scanner, the Tour disk was missing. 


D. Acustomer wants the recently announced system software disks. 


E. The System Tools disk that came with a customer’s new Apple SE/30 
is faulty, 


F, Acustomer’s MacWrite Program Disk is faulty. 
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Media Exchange Program 


4, What are the three steps you should perform to take advantage of the Apple Media 
Exchange Program? 


(1) 


(2) 


(3) 


Compare your answers to those provided on the next page. 
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Exchange Program (Answers) 


Directions Compare your answers to those below. 


1, A. The faulty diskette only 

2, False. Apple does not recommend that you give the customer media from your 
Finished Goods inventory because replacement media may have a specific Media 
Exchange Program label which is different from a Finished Goods label. 

3, BandE 
The Media Exchange Program does not cover items that are missing from a package 
or lost by the user. Neither does the program cover software enhancements or 
Apple products now offered by Claris or Quantum. 

4, (1) Determine that the media is defective and covered by the program. 
(2) Have the customer complete the Apple Media Exchange form. 
(3) Send the form and the defective item to the designated Apple address. 


Directions If you missed any of these items, review the section entitled Media Exchange Program ( 


Otherwise... 


Continue with the next section - The Service Repair Order Form. 
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Introduction to the You must fill out the Service Repair Order (SRO) form whenever you want to be 

SRO Form reimbursed by Apple for equipment repairs and adjustments. This means that 
whenever you make a repair under warranty or AppleCare, or send in a defective 
module for exchange, you should fill out the SRO form. 


The first part of this section will explain the purposes of this form. The second part 
explains how to complete the form. The final part provides situations and blank SRO 
forms so that you can practice filling out this important form. 


Purpose of the The SRO form was developed to meet the needs of both the service provider and 

SRO Form Apple. It provides you with a record of the service transaction and a bill for your 
service. Your business name, address, phone number, and AppleLink address are 
preprinted on the SRO form. The SRO forms, complete with your personalized pre- 
printed information, are available at no cost to all Apple Authorized Service Providers. 


The form also provides to Apple the information needed to verify module failures, to 
reimburse you for parts and labor, and to provide the appropriate exchange modules. 


The SRO form: 


e Provides necessary repair information: When Apple receives a module for 
repair, the information on the SRO form is compared with the failure detected at 
the repair center. When the SRO information is detailed and accurate, it allows the 
failure to be verified quickly and the module to be thoroughly repaired. This is 
extremely important for modules from new products. 


e Offers a means of billing for repairs or parts: For warranty or AppleCare 
repairs requiring parts, you submit an SRO form to Apple for payment. In out of 
Warranty repairs, you give the customer a copy of the SRO form as an invoice for 
payment. Regardless of whether the system is under warranty, the customer should 
receive a copy of the SRO form as a record of the work performed. 


e Becomes the vehicle for Apple to reimburse Service Providers when 
individual system repairs are completed under warranty and AppleCare: 
When making multiple repairs on one piece of equipment, use one SRO to record 
all exchange modules, replacement parts, and adjustments for that system. If more 
than one product must be repaired (e.g., a Macintosh and an ImageWriter), you 
must submit two SRO forms to insure you receive full labor credit for each system. 
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Multiple Copies ofthe | The SRO consists of four sheets with pre-printed information. All of the SRO 
SRO Form information is used by Apple, (except for those categories listed as optional). 


¢ The customer copy is on top. It is a record of repair estimates, parts usage and 
repairs. In non-warranty situations, it also serves as the bill. 


e Apple’s copies are the next two sheets, which are bound together at the bottom. 
You must submit both copies to Apple (with the defective module, when 
applicable) to claim parts and warranty reimbursement. 


e The dealer copy (your copy) is the last sheet. It includes a detachable claim check 
and equipment tag. 


The Apple Service Programs manual provides directions for completing this form. The 
following guidelines were adapted from those directions. 
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The Form 


The following describes all parts of the SRO form and explains how to fill out the form. 
Note: When filling out the SRO form, please print. 


When the customer brings in the equipment, complete all parts of the SRO form to the 
optional “Estimates” line. The numbers correspond to the numbered parts on the SRO 
Form shown on the next page. 


1, SERVICE LOCATION 


When you receive your supply of forms, information regarding your service 
location will be pre-printed in the upper left-hand corner of the form. Before 
using the forms, please verify that this information is correct. 


2. This area has the preprinted service provider account number. 


3, CUSTOMER INFORMATION 


Enter the customer's name; address including city, state, and zip code; and 
telephone number(s) with area codes. All information except phone numbers is 
mandatory. 


4, SRONO. 


Each SRO form has a pre-printed, alphanumeric identification number. You should 
use this SRO number whenever you reference an exchange transaction or a claim 
with Apple. The SRO statements from Apple that list SRO charges and credits will 
refer to transactions by their SRO numbers. 
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Apple Computer Inc. Service Repair Order 


~ § { CUSTOMER/COMPANY 


G NAME: ey ee ieee eg bs: adie” Soareee KE aggcaete oes’ spbcnip thc Se ded pig iieineneegs culpa 
& @| STREET ( 
7 ®| ADDRESS: 
z iia Sete aad A 
™ CITY: STATE: ZP: 
i eatin a 
) — PHONE: ( ) 


og _1_ o_o 
EQUIPMENT: 
Bees (Wp WARRANTY INFORMATION Away Chock Gry One 
[1 OUT OF WARRANTY PURCHASE/UPGRADE DATE: VA VA 


CO APPLE LIMITED C REPAIR OC) AppleCare, C UMITED REPEAT (J SERVICE STOCK 
PRODUCT WARRANTY EXTENSION EQUIPMENT PURCHASE DATE: SERVICE WARRANTY INOPERABLE UPON 
(REQUIRES PROOF OF AUTHORIZATION / / FIRST USE. RECEIVED 
alas sect eee, | ON SALES ORDER NO: 
PURCHASE/UPGRADE DATE: 


INOPERABLE UPON 
FIRST USE: 


C YES 1 NO 


27 hea: ALON CLA CU AT Nt AMSONIN NATUR NRE Nt AAA in wnenlepense Sep 
* Seeman enmmanehemmamtatiiornamaead 


PICK-UP 7. J CUSTOMER 
DATE: INITIALS: 


REPAIRED BY REPAIR DATE 


CUSTOMER SIGNATURE 


EQUIPMENT (21) 4 
PICK UP DATE: tt 
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5. PURCHASE ORDER NUMBER (optional) 


Use this space to record your intemal P.O. number, if you have one and the Apple 
Direct Air Shipping and Handling waybill number. (This space is provided for your 
convenience; its use is optional.) 


You use fields 6 through 10 to describe the customer’s equipment. This section serves 
two purposes: 


(1) to indicate clearly the one piece of equipment repaired, and 
(2) to record all the equipment brought in by the customer. 
6. DATE RECEIVED 
Write the month, day and year on which you received the equipment to be 
repaired, 
7. PRODUCT REQUIRING SERVICE 


Enter the type of product repaired. You may use official Apple abbreviations, such 
as MAC SE and Allc. 


Sometimes a customer may bring in his whole system and you might not know 
initially which module will need repair. In such cases, list everything under Other 
Equipment (below) and fill in the PRODUCT REQUIRING SERVICE, SERIAL 
NUMBER, and MODEL NUMBER fields later. If it turns out that more than one 
serialized product needs repair, you can fill out additional SRO forms later too. 


8, SYSTEM SERIAL NUMBER 
Enter the serial number of the Apple product actually repaired. Examples of 
products are: CPU, monitor, disk drive, printer, input device, and data 


communication products. 


Exception: If you receive an interface card, peripheral, or product that has no serial 
number, use the serial number associated with the customer's CPU. 
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9, MODEL NUMBER 


This is Apple’s Finished Goods Product Number, which is printed on the 
equipment serial number label. 


10. OTHER EQUIPMENT: List any other equipment left by the customer. 


11, WARRANTY INFORMATION 
Check the warranty status of the product to be repaired. You must check one of 
these, but only one. Provide any other information required for the warranty type 
checked. 
Here is an explanation about each of the options in this part of the SRO form: 


a. Out of Warranty: The repair is not covered by warranty. Write the date that 
the customer purchased or upgraded the equipment. 


b. Apple Limited Product Warranty: Use this category to record repairs of 
customer equipment and store demonstration equipment that are within 
Apple’s Limited Product Warranty. 


Apple’s Limited Product Warranty on customer equipment is 90 days. The 
Reseller’s Finished Goods inventoried equipment has a limited warranty of six 
months. 


If you check this type of warranty, you must also provide the date when the 
customer purchased or upgraded the equipment and indicate whether or not 
the equipment failed to operate the first time it was powered up. You must 
also keep a copy of the product's Proof of Purchase on file. 
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Repair Extension Authorization: Apple has authorized that some repairs 
be performed at no cost to the end user and that the Service Provider will be 
reimbursed accordingly. Specific information about each Repair Extension 
Authorization is located in the PRODUCT NOTICES section of the Service 
Programs Manual. 


If you check this type of warranty coverage, you must provide the Code 
designated in the PRODUCT NOTICES for the specific type of repair. 


. AppleCare: The customer must present the AppleCare agreement or 


certificate, which identifies the product needing repair as eligible for 
AppleCare coverage. 


List the following information from the AppleCare agreement on the SRO form: 


- the equipment purchase date 
- the Apple Care Agreement number 
- the Apple Care Agreement expiration date. 


If you fail to provide this information, the product will be processed as 
Out of Warranty. 


Limited Repeat Service Warranty: An additional 90-day Limited Warranty 
covers all Apple replacement parts and modules that are used in repairs 
performed by Apple Authorized Service Providers. To qualify for this extra 
coverage, the customer must provide you with proof of the prior repair. 


If you check this type of coverage, you must write down in the space provided 
the SRO number of the original repair job and the date of that repair. 


Service Stock Inoperable Upon First Use Received on Sales Order No.: 
This warranty category covers any modules or replacement parts that you (an 
Authorized Service Provider) find defective while attempting to use them ina 
repair. 
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aie check this type of coverage, you must provide the following 
information: 


- The Sales Order number that the module or replacement part was 
received on. 
- The date of the shipment from Apple. 


This information is provided on the packing slip permanently affixed to the 
box in which the module was shipped. 


Other: Check this category if special circumstances apply. Examples of 
special circumstances are: 


Example 1 


Customer Satisfaction Authorization Code: In extraordinary circumstances, 
your Customer Service Manager (CSM), Service Administration Specialist, or 
Technical Support Engineer (TSE) may authorize you to perform a repair for a 
customer without charge. 


In this type of circumstance, you should include the authorization code issued 
by this Apple representative on the SRO form. Write the code in the Repair 
Extension Authorization Code line in the Warranty Information section of the 
SRO form. If you fail to provide the code, the claim will be processed as Out 
of Warranty. 


Example 2 


K-12 educational institutions who purchase products directly from Apple may 
also purchase individual books of CPU, Disk Drive, and Apple Repair Coupons 
(ARC). Each coupon is good for one repair on the corresponding type of 
product. The educational institution must provide an applicable ARC coupon. 
You must attach the coupon to the SRO form. 
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12. TROUBLE REPORTED & COMMENTS 


You will use this section for two types of information: the customer description of 
the problem and what you did to repair the problem. 


When you receive the equipment from the customer, you should write the 
customer's description of the problem. Provide details as shown in the acceptable 


examples below: 

Acceptable Unacceptable 
Will not boot MacWrite version Won't boot. 

45 System 3.2 Finder 5.3. 

S, A, and C keys will not display Keys not working. 
on screen when depressed. 

Fjects all diskettes during Ejects diskettes. 
system reset, with an X through 

diskette on Mac screen. 


After you repair the product, you will fill in the rest of this field. 


13. ESTIMATES (optional) 
You can enter in this field the estimates of parts and labor costs and the pickup 


date. If you make estimates, ask the customer to initial in the space provided. 


This is the end of the information that you enter when the customer brings in the 
system. At this point, you may fill out the optional tags on the bottom of the SRO. 
(These tags are not shown on the form on page 96.) 


14. CLAIM CHECK 


Fill out and give to the customer. 
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15. EQUIPMENT TAG 


Fill out and attach to the unit to be repaired. 


The tags are imprinted with the SRO number. Extra tags are available from Apple. 


Record Information After you have repaired the system, fill in the rest of the SRO form. The numbers 
After the Repair correspond to the numbered parts on the SRO Form shown on the next page. 


12. TROUBLE REPORTED & COMMENTS 
Before the repair, you wrote the customer's description of the problem in this field. 
After you repair the product, you should write a description of what you did to 
repair the equipment, including the following information: 


(a) The complete title of the diagnostic you used. 


(b) The symptoms, as listed in the Technical Procedures Troubleshooting section. 


(c) What you did to repair the equipment. Provide details as shown in the 
following acceptable examples: 


Acceptable Unacceptable 


Would not boot MacTest 7.0. Defective drive, 
Displayed X over diskette on Sent drive to Apple 
screen. Replaced drive for exchange. 
mechanism. 


Would not boot AppleWorks Would not boot. 
2.0. Drive failed radial Sent drive to Apple. 
alignment on Apple 5.25-inch 

drive diagnostic 1.0. 

Replaced drive mechanism. 
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® 
Sample SRO Form 
7 Computer, Inc. | Service Repair Order 
® sn0no.(4) 

CUSTOMER/COMPANY | ATTN: - AppleDASH Waybill Number 
STREET By 
ge stitdlhchc | | | 
oe STATE: Purchase Order Number 
PHONE: ( ) = ee ) 


PRODUCT REQUIRING SERVICE 


[> SYSTEMSERIALNUMBER 
Om Ee <) SN DRC) RRNA Sa C) in 
EE () 
WARRANTY INFORMATION - Always Check Only One 


(J OUT OF WARRANTY PURCHASE/UPGRADE DATE: / / 


© APPLE LIMITED 0 REPAIR C AppleCare, CO UMITED REPEAT (CJ SERVICE STOCK 
PRODUCT WARRANTY EXTENSION EQUIPMENT PURCHASE DATE: SERVICE WARRANTY (INOPERABLE UPON 
(REQUIRES PROOF OF AUTHORIZATION / / FIRST USE. RECEIVED 
BURCH Oee ONTEE) ON SALES ORDER NO:: 


PURCHASE/UPGRADE DATE: AGREEMENT NUMBER: ORIGINAL SRO NO.: 


INOPERABLE UPON 
FIRST USE: 


CJ YES C) NO 


mr peOme | 
 OMADOTUMD 
WA ZMEEON w» 


REPAIRED BY 


CUSTOMER SIGNATURE 


EQUIPMENT 
PICK UP DATE: 
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In the next section of the SRO form, you will list the items and services you provided in 
making the repair. There are four categories of parts: 


(1) Exchange Modules 
(2) Replacement Parts 
(3) Adjustments 
(4) Other Parts 


When you fill out this part of the SRO form, always list parts in the order given above, 
with modules first, followed by replacement parts, then adjustments. Other parts may 
be listed for the customer's benefit, but no reimbursement will be paid by Apple for 
these parts without prior authorization from Apple. 


16. QTY. 


Fill in the quantity of the module, part, or adjustment used to repair the equipment. 
In the case of exchange modules, this quantity must equal the quantity of modules 
retumed to Apple. 


17. PART NUMBER 


Enter Apple’s part number. You can find part numbers of modules, replacement 


parts, and adjustments in the PRICES section of the Apple Service Programs manual. 
List the part number of the module you are returning to Apple for exchange. 


Exception: Based on the instructions you receive in a Service Notice or Product 


Notice, you may be required to record the number of the part you used to do the 
repair, not the part you are returning. 


18. Description 


Enter a brief description of the part of the adjustment. 


19. Repair Confirmation/Symptom Code 


Some Apple diagnostics provide a Repair Confirmation Code (RCC), Enter the RCC 
here. If you use multiple modules, you must list the corresponding RCCs on the 


same line on which you report the module part number and description. 
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20. 


21. 


22. 


AppLe SERVICE ADMINISTRATION 


Apple’s preferred method of collecting failure information is through the use of 
AppleCaT diagnostics. If an RCC is not available, you should provide an MSC. The 
“You Oughta Know...” section of the Cross Family Peripheral Technical Procedures 
provides the MSC list and instructions. MSC charts are available at no cost to Apple 
Authorized Service Providers. 


Apple has a strong commitment to excellent product quality. When you include 
the RCCs or MSCs, Apple receives a wealth of information regarding the specific 
failure of the equipment. By collecting this failure information, Apple will be able 
to further improve the quality of existing and future products, service modules, and 
diagnostics. 


AMOUNT 

Enter the retail price set for the customer for each part used in the repair. 
(Remember, authorized service provider costs are given in the PRICES section 
of the Apple Service Programs manual.) Charges are shown only on the customer's 
and service provider's copies of the SRO. 

Be sure you know the difference between the exchange price (for repairable 
modules) and the stock price (for unrepairable modules, replacement parts, and 
other parts). For more information, see the section on the Apple Module Exchange 
Program in this module. 

Even if the system is under warranty or AppleCare, you should always fill in prices 
to stress the value of the Limited Warranty and AppleCare. (In warranty cases, you 
can write “No Charge” over the prices.) 


TOTAL PARTS 


Add together the retail prices of the parts used. 


SALES TAX 


Enter the amount of state sales tax on parts, if applicable. 
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23. 


24, 


25. 


26, 


27. 


28. 


LABOR and TRAVEL 


Determine your costs of labor and travel and enter the costs in these fields. 
Labor and travel rates are determined by the service provider's policy. Apple 


automatically reimburses you according to an established labor rate for repairs you 
perform under warranty of AppleCare. 


SALES TAX 


Enter the amount of state sales tax on labor and travel, if applicable. 


TOTAL 


Add the parts, taxes, labor, and travel costs. 


REPAIRED BY/REPAIR DATE 
Print the name of the technician who repaired the product or who the Support 


Center can contact if they have questions regarding the SRO. Also enter the date 
that the repair was completed. 


CUSTOMER SIGNATURE (optional) 


When the customer picks up the equipment, you may ask them to sign here. 


EQUIPMENT PICK UP DATE 


Enter the date that the customer picked up the equipment. The Equipment Pick Up 
Date becomes the start of the new 90-day Limited Product Warranty on the parts 
used in the repair. 
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SRO Requirements 


Non-Acceptable 
Warranty or 
AppleCare Criteria 


APPLE SERVICE ADMINISTRATION 


Service Form 


If you do not provide the required information for an exchange transaction (Warranty 


or Out of Warranty), the transaction will be delayed or denied. For an exchange 
transaction, you must provide: 


e Your Apple customer number 

e Your return shipping address 

e Quantity(ies) of the modules or parts 
e Apple part number(s) 


For all warranty claims, you must provide the following information: 


End User customer information 

The date the equipment was received for service 

The name of the product requiring service 

The serial number of the equipment receiving service 

The model number of the equipment receiving service 

An indication of the type of warranty coverage and related information 


If you fail to provide the required information, Apple will process your SRO transaction 
as Out of Warranty. Some of the most common errors that cause a transaction to be 
processes as Out of Warranty are: 


The Serial Number is not provided 

The Purchase/Upgrade date is not provided 

The AppleCare Agreement number is not provided 
The AppleCare Agreement has expired 


If one of your SRO transactions is processed as Out of Warranty because of missing or 
incorrect information, you can still obtain reimbursement. You should complete or 
correct the required information on the original SRO form and send it to your Regional 
Service Administration organization. 


If you have any questions regarding invoices, payments, and parts received from Apple, 
you must direct them to your Apple Support Center within ninety (90) days from the 
receipt of the invoice, payments, or parts. You should refer to the invoice, shipping 
notice, or SRO number when writing or calling Apple. 


Continue with the next section — Exercise: Filling out the Service Repair 
Order form. | 
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Directions 


Case 1 


Service Repair Order Form 


On the following page, you will find a blank SRO form. Fill it out for the following 
situation: 


Customer: John Brown (213) 998-8765 (days) 
1234 Main Street (213) 998-2348 (eves) 
Long Beach, CA 90807 


John has brought in a Macintosh Plus (S.N 3236520575, M/N M2513), which he 
purchased at your store two weeks ago. He said he had been using his system when 
suddenly the screen went black and a “Sad Macintosh” icon appeared in the center. He 
said he could get no further response—the system would not reboot. You are unable to 
boot MacTest 7.0. After replacement of the logic board, the system passes MacTest. 
(Use exchange module 661-0321, “Macintosh Plus Logic Board”.) 


When you have completed the SRO form, compare it to the answer form on the page 
following the blank form. Correct any errors you may have made. 
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®@ 
SRO Form 

Apple Computer, Inc. Service Repair Order 
35 
LE 
R Cc 
vw 
ae SRO NO. 
e fe) 

ON 
: : NAMED a ATTN: - AppleDASH. Waybill Number _ Sale G 
© o| STREET : 
TO ADDRESS. ee 
pd . CITY: STATE: ZIP: "Purchase. Order Number — ee oe 

a¢ | PHONE: ( ) PHONE: S ) 

_ DATE RECEIVED PRODUCT REQUIRING SERVICE SYSTEM SERIAL NUMBER 


EQUIPMENT: 
WARRANTY INFORMATION - Always Check Only One 
(0 OUT OF WARRANTY PURCHASE/UPGRADE DATE: VA VA 


C2 APPLE LIMITED C REPAIR C AppleCare, C) LIMITED REPEAT C) SERVICE STOCK 
PRODUCT WARRANTY EXTENSION EQUIPMENT PURCHASE DATE: SERVICE WARRANTY INOPERABLE UPON 


(REQUIRES PROOF OF AUTHORIZATION / / FIRST USE. RECEIVED 
BUEN FES! | ON SALES ORDER NO:: 


INOPERABLE UPON 
FIRST USE: 


0 YES O NO 


CUSTOMER 


PICK-UP 
INITIALS: 


IMATES Bus LABOR: DATE: 


TOTAL PARTS 


SALES TAX 
REPAIRED BY REPAIR DATE 


CUSTOMER SIGNATURE 


EQUIPMENT 
PICK UPDATE: _ f/f 
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SRO Form (Answers) 


i Computer, Inc. Service Repair Order 
So SERVICE PROVIDER'S Seavice PROVIDER'S, 
NAME AND ADDRESS wa 


NAMES ao aH N BRov WN ATTN: 


ne 


rein 123% MAW St 


SaBe4~eEeo | 
on seeszons . 


Yr Lode BEACH SECA oz 90907 oe 
: 2 (2NB)AAB-B 16S EVENNG (213, 4B 2340 = 


oDay's Pate L WAUNTOSH PLUS | 32365205715 _ TM 2sI3 
ae A eS 


Il APPLE LIMITED C) REPAIR C) AppleCa C) LIMITED REPEAT C) SERVICE STOCK 
EQUIPMENT eee DATE: 


PRODUCT WARRANTY EXTENSION SERVICE WARRANTY INOPERABLE UPON 
(REQUIRES PROOF OF AUTHORIZATION / / FIRST USE. RECEIVED 
EURO DASE ON PIE ON SALES ORDER NO.: 
PURCHASE/UPGRADE DATE: | CODE: AGREEMENT NUMBER: ORIGINAL SRO NO.: 


Die Z Wks NO 
INOPERABLE UPON 


FIRST USE: 
0) YES CO NO 


ee ee 


EXPIRATION DATE: 


ae ae ee 


aE DISPLAYS "SAD MACINTOSH" UNABLE To BooT 
UNABLE TS Boor MACTEST 7. ee ——e - 
ReEPLAceD Lodic BokeD ~ S\sTemM PAGES 


CUSTOMER 
DATE: WNITIALS: 


TOTAL PARTS 


Techs cany Teas pate 


REPAIRED BY REPAIR DATE 


Ee 7“ az 
= ee 
zi 
PICKUPDATE: _  §- ff en ee YAC- QC 
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Directions 


Case 2 


Exercise: Filling Out the 
Service Repair Order Form 


If you need more practice, complete an SRO form for this situation: 


Customer: William Bailey (404) 394-7731 (days) 
992 Homestead Road (404) 394-8226 (eves) 
Atlanta, GA 30333 


Mr. Bailey has brought in the following equipment, which he purchased at your store 
on April 1, 1987. 


Enhanced Apple Ile S/N 159261297 M/N A2S2128 
Apple 5.25 Drive S/N 487611690 M/N A9MO0107 
Monochrome 

Monitor Ile S/N 2548975;24 M/N A2M6017 


He says that sometimes he has trouble booting, and that when he is able to boot, there 
is garbage on the screen. The unit fails the Apple II Diagnostics 2.0 ROM/CPU Test and 
the extended 64K/80 Column Card RAM Test. You replace the Apple Ile 80-column/ 
64K card, which has a large amount of sticky substance all over it. You also replace the 
IC ROM’CD'firmware (enhanced Ile). (Use exchange module 661-91097, “Apple Ile 80 
Col/64K” and service part 342-0304, “IC ROM CD”) 


When you have completed the SRO form, compare it to the answer form on the page | 
following the blank form. Correct any errors you may have made. 
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SRO Form 


Apple Computer, Inc. Service Repair Order 


SRO NO. 


CUSTOMER/COMPANY 
NAME: 


STREET 


mene amet men rekon ne ate AORN rN RHE 


= PHONE: ( = Bete 


DATE RECEIVED PRODUCT REQUIRING SERVICE | SYSTEM SERIALNUMBER i aesid MMSER 


EQUIPMENT: . 
| WARRANTY INFORMATION - Always Check Only One 
() OUT OF WARRANTY PURCHASE/UPGRADE DATE: / VA 


[) APPLE LIMITED [1 REPAIR C) AppleCare, OC LIMITED REPEAT (C) SERVICE STOCK 
PRODUCT WARRANTY EXTENSION EQUIPMENT PURCHASE DATE: SERVICE WARRANTY INOPERABLE UPON 


(REQUIRES PROOF OF AUTHORIZATION / / FIRST USE. RECEIVED 
Sicirtme ee ON SALES ORDER NO:: 


BREO4ACEOH 
ZO-4>2DON0zZ]= 


INOPERABLE UPON 
FIRST USE: 
0 YES O NO 


CO) OTHER: 
R - : peste aces tah Ooms, ic een EINE ED ee . = 


T é ee oe WE Lie ae corset esr cea adie ncaa dh ht fn, aes Sala cooanrcmereriananeieerecioit 


/ ff CUSTOMER 


DATE: INITIALS: 


TOTAL PARTS 


SALES TAX 
LABOR: | x 


REPAIRED BY REPAIR DATE 


x 
CUSTOMER SIGNATURE | SALES TAX 
EQUIPMENT 
PICKUP DATE: _ §- ff bdr 
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Exercise: Filling Out the 
Service Repair Order Form 


Compare your SRO form to the answer form on the following page. 
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ee ® 


SRO Form (Answers) 


Apple Computer, Inc. Service Repair Order 


SERVICE PROVIDER'S ware 
NAME AND ADDRESS 


SRO NO. 


zo! 


raat ey \LULAM 2 WAN 
— BAe HomMesredro RD. 


I 
ONE: ( 


DATE RECEIVED PRODUCT REQUIRING ng SYSTEM SERIAL NUMBER 


APPLE TLe Ceinmced)| [Hacienda 


pores APPLE. 5.25 DRNE, eR CTTETTS NOW Toe TLe 


TA.QUT OF WARRANTY PURCHASE/UPGRADE DATE: | / \ /\4@ 


C) APPLE LIMITED C) REPAIR CO AppleCaree 
PRODUCT WARRANTY EXTENSION EQUIPMENT PURCHASE DATE: 


(REQUIRES PROOF OF AUTHORIZATION / / 


PURCHASE ON FILE) 
PURCHASE/UPGRADE DATE: AGREEMENT NUMBER: 


ny See, ae 


INOPERABLE UPON 
FIRST USE: 
[) YES 


C) SERVICE STOCK 
INOPERABLE UPON 
FIRST USE. RECEIVED 
ON SALES ORDER NO:: 


CJ LIMITED REPEAT 
SERVICE WARRANTY 


CODE: 


(ies is (ee a ae 


ORIGINAL SRO NO.: 


1 NO 


TROUBLE Booty - GARBMae on ScRee) - FAILED ROM/CPY Tess ont APPLE IE 
PD\Ae@NosmcsS 2-0. Albo 30 E\\ep KLTENDED BO coL- bh RD st 


CUSTOMER 
DATE: INITIALS: 


fame aa roe bo cout K_ CLLLH ILLIA 
Lies2cnset 13 Te Ron EAN 


Your NAME TODIN'S  . 


pee BY REPAIR DATE 


r od 
iB rave ; nee 


CUSTOMER SIGNATURE 
EQUIPMENT 
PICK UP DATE: L l 


Continue with the next section - Apple Packing and Shipping Instructions. 
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Apple Packing and 
Shipping Instructions 


Apple Computer has defined packing and shipping instructions to ensure that complete 
information is sent with returned modules and that modules are not damaged during 
shipping. Whenever you return modules to Apple Computer, you must meet the 
packing and shipping standards as stated in the current Apple Service Programs manual. 
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« excerpt from “Apple Service Programs manual” 


® 


PACKING AND SHIPPING INSTRUCTIONS 


Unpacking 


Common practice is to leave Exchange Modules unopened in their original 
package until they are used. Carefully examine how the Apple product or 
Exchange Module is packed when you begin unpacking it. Save the packing 
materials (boxes, foam inserts, anti-static bubble wrap, etc.) and the packing slip. 
Information from the packing slip that is permanently attached to the box is 
required for a warranty claim if the module or the replacement part was inoperable 
upon first use. 


Packing 


Modules must be packaged in the same or exact duplicate packaging as 
received from Apple. If for some reason Apple packaging is unavailable, locate 
materials that will adequately protect the module from shipping damage and 
electrostatic discharge (ESD). 


If the original Apple packaging is unavailable, please follow these guidelines: 


1. Use a shipping box with dimensions which allow for adequate padding all ( - 
around the module. In some cases, extra boxes may be purchased from . 
your Customer Service Center. 


2. Use plenty of foam so that the module is adequately protected. 


3. Each module must be packaged in a box of its own; however, small boxes 
may be combined in a larger box for easier shipment. EXAMPLE: A Disk 
Mechanical Assembly must be packaged separately from a Disk Analog 
Board but the two small boxes may be shipped together in a larger box. 

In those cases where Apple has published a packaging assembly part 
number, that is the only acceptable packaging for that module (e.g., HD 
20SC/40SC/80SC). 


4. Foran SRO referencing more than one module, those individually 
packaged modules must be boxed together. In addition, the SRO form 
must be enclosed in the master box on top of the module boxes. An Apple 
Service Repair Order (SRO) form must list the module(s) shipped to 
Apple and must be received with the module(s). 
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excerpt from “Apple Service Programs manual” ¢ 


® 


a All hard disk drives must be shipped only in Apple packaging. FAILURE TO DO 
( | SO will result in a $150.00 surcharge for each improperly packed hard disk module 
| returned to your Customer Service Center. In these cases, the packing material 
you will need has been listed on the product's price page so that you may 
purchase it if the original material is unavailable. 


See the PRODUCT NOTICES section for Specific Packaging Requirements. 


There will be a $50.00 surcharge for all improperly packed modules returned 
to the Customer Service Center. 


Apple Direct Air Shipping and Handling Program 


Apple Direct Air Shipping and Handling Program can be used for all service 
exchange orders, including out-of-warranty exchanges. 


e Return packages by Airborne Overnight Express, using their pre- 
addressed labels. Write the SRO number in the billing reference box on 
the label. 


Note: You can ship more than one package on the same airbill, but write 
only one SRO number in the reference box. In addition, label each 
package — for example, 1 of 3; 2 of 3; 3 of 3, and so on. 


¢ Contact your local Airborne representative or national dispatch by 3:00 
PM for pickup. 


¢ You may use freight carriers other than Airborne; however, Apple will not 
accept collect freight shipments and will not reimburse you for the use of 
another carrier. 


¢ Do not use the Apple Direct Air Shipping and Handling Program to return 
materials from the Finished Goods upgrade program or the Media 
Exchange program. It can be used for Service Return Materials 
Authorizations (SRMAs), but only with prior authorization from Apple. 


¢ Order additional Airborne pre-addressed labels through your local 
Airborne Representative, or call (800) 433-3697. 


Continue with the next section — Exercise: Packing and Shipping 
instructions. 
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APPLE SERVICE ADMINISTRATION 


Shipping Instructions 


For items 1 through 5, indicate whether the statements are correct or incorrect by 
circling TRUE or FALSE 


Ifa module is inoperable upon first use, you will need the packing slip (that came 
with the boxed module) for the warranty claim. 


TRUE FALSE 

When you ship modules to Apple, you can pack several small modules together in 
one box. 

TRUE FALSE 

After packaging several modules separately, you can ship them together in one 
larger box. 

TRUE FALSE 

If an SRO form covers more than one module, you must copy the form and attach a 
copy to each box you ship in to Apple. 

TRUE FALSE 

When packing modules, you need to add adequate padding to prevent shipping 
and ESD damage. 

TRUE FALSE 

If you fail to pack modules according to Apple’s standards, Apple may bill you a 
surcharge. 


TRUE FALSE 
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APPLE SERVICE ADMINISTRATION 


Shipping Instructions 


7. You must ship hard disks in Apple packaging or you may have to pay a surcharge. 


TRUE FALSE 


8. If Apple has listed a part number for a packaging assembly, you must use that 
packaging for the module indicated. 


TRUE FALSE 


Compare your answers to those provided on the next page. 
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APPLE SERVICE ADMINISTRATION 


Instructions (Answers) 


1. True 


2, False - You must pack each module in a separate box. You can pack multiple 
boxes together in a larger box. 


3. True 

4, False - You do not need to make copies of the SRO. Pack each module in its own 
box and then pack the boxes together in one larger box together with the SRO 
form. All the modules that are referenced by one SRO should be shipped together 
one box, 

5. True 

6. True 

7. True 


8. True 


If you missed any of these items, take time now to reread “Packing and Shipping 
Instructions.” 


Otherwise ... 


Continue with the next section - Ordering Parts. 
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APPLE SERVICE ADMINISTRATION 


When you do not obtain parts through the Apple Module Exchange program, you will 
have to order parts directly from Apple. The procedures and form for ordering parts are 
described in the Apple Service Programs manual. 


To learn about these requirements, read the following pages which were reproduced 
from that manual. Then, continue reading to learn how to order parts by AppleLink. 
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« excerpt from “Apple Service Programs manual” 
GUIDELINES TO FINDING AND ORDERING PARTS 


Authorization 


Apple Customer Service Centers are authorized to sell service materials only to 
those organizations that have valid Authorized Reseller Agreements or Service 
Agreements with Apple and have been issued a reseller account number. 


Finding Parts 


A complete listing of the modules, parts, spares kits, and service training courses 
available from Apple is provided in the PRICES section of this manual. 


Ordering Parts 


Service materials may be ordered from your Customer Service Center by 
AppleLink or on the Parts Order Form. Enter the part number, description, and 
price as they appear in the PRICES section of this manual. When using the Parts 
Order Form, send the top copy of the form to Apple and retain the second copy for 
your records. When repairing Inoperable Upon First Use products to sell as new, 
specify “New” when exchanging modules or ordering replacement parts or stock 
modules. 


When unforecasted module shortages occur, fulfillment of exchange module 
orders receives priority over service stock and kit orders. 


Advanced Exchanges 


Your Customer Service Center may be able to expedite a module to you in 
advance of the defective module being received by Apple. 


In some cases, Apple does not require that you purchase a module inasmuch as it 
is obsolete or expensive and has a low failure rate. These modules are always 
treated as Advanced Exchange and are noted on the Price Pages by “AE” 
following the exchange price. 
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® 


( Additionally, Advanced Exchange is sometimes used in exceptional situations. 

For example, a module you have previously purchased is needed to perform a 
repair; however, it has already been used and Is in transit to Apple for exchange. 
Telephone your Customer Service Center to request an Advanced Exchange. The 
defective module must be received by Apple within 30 days from the date Apple 
ships the Advanced Exchange, or you will be charged full stock value. If the 
defective module is received after 30 days, Apple will treat it as a separate 
exchange module transaction. You will not be credited the adjustment between 


the stock and exchange prices. 


Pricing Policies 


Dealer prices are shown in the PRICES section. Authorized dealers, Servicing 
Accounts, and resellers pay the dealer price for service materials. All prices are 


subject to change without notice. 


Minimum Order 


There is a $50 minimum billing on each parts order. Be sure to get your money's 
worth — don’t place orders for less than $50. The $50 minimum billing applies to 


each order that can be shipped to a single destination. 


Shipping 


Parts will be shipped to resellers freight prepaid from Apple Customer Service 
Centers. 


Expedited Orders 


An expedited order will be accepted if a reasonable business need for an 
expedited shipment exists. The manner of accepting expedited orders will depend 
on your site’s normal ordering requirements (AppleLink, phone, etc.). 


Expedited orders are available for all in-warranty, AppleCare, and out-of-warranty 
transactions for any service part or module. The charge for an expedited order is 
a $25.00 shipment fee and $20.00 per line item. Products included in subscription 
orders are not covered by this program. If the parts are unavailable, Apple will 
contact you and ship the parts through standard procedures. 

Expedited orders received by Apple before 11:30 A.M. Pacific Time will be shipped 
the same day and delivered the next business day. 
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All expedited module orders are governed by Advanced Exchange procedures. 
Refer to “Advanced Exchanges’ in this section for additional information. 


Returns 


Return of Apple Service parts is limited to unused items that were shipped in error. 
To return these parts, you must receive Service Return Materials Authorization 
(SRMA) from your Service Administration Specialist. The acceptance of the 
returned parts will be contingent upon receipt of accompanying invoices, purchase 
orders, etc., substantiating that the original transaction was in error. 


Apple reserves the right for final approval of all returns. The return may be subject 
to a restocking charge at Apple’s discretion. 


The returned product should be identified with the SRMA number on the outside of 
each package. Any products being returned without an approved SRMA number 
on the outside of the box will not be accepted. Unless otherwise agreed to by 
your Service Administration Specialist products returned on SRMAs must be 
received by Apple within 30 days of being issued or the authorization is void. 


Usage 


Apple service modules and parts sold by Apple to Service Providers are only to be 
used to repair Apple products. Apple will investigate orders that appear to exceed 
quantities required to support these repairs. 


Service Providers will not tranship or sell A 

customer who resells parts to another customer. End users should be cautioned 
that if they buy parts and attempt a repair that causes damage to an Apple 
product, the warranty will be void. In addition, service modules and parts should 
never be used to perform Finished Goods upgrades. 


All questions regarding invoices, payments, or parts received from Apple 
must be directed to your Apple Service Administration Specialist within 
ninety (90) days from the receipt of the invoice, payment, or parts. 
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excerpt from “Apple Service Programs manual’ g 
PARTS ORDER FORM 


APPLE AUTHORIZED SERVICE CENTER 


PARTS ORDER FORM 
Dealer Name Dates. 
Dealer Account #@ PO. ¢ 
PROC Oy 5 Phone @ 
Bim to: No Pe dpe ee Bhip to: _ 
Address 


Filled By: aa es 889 0D Send More Forms 


Apple Copy (White) Dealer Copy (Yellow) 


Continue with the next section — Exercise: Ordering Parts. 
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Ordering Parts by 
AppleLink 


Where You Can Find 
the Order Form 


How to Order via 
AppleLink 
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You can find the Parts Order Form and “Guidelines to Finding and Ordering Parts” in 
the Service library on AppleLink 


To use AppleLink to order parts, follow these steps: 


1, 


2. 


Open the Service library. 
Search the library using the words “parts order form.” 


When the system indicates that it has located the articles including these search 
words, click on Display Selections. 


When the list of articles is displayed, double-click on “Parts Order Form.” 
Save the form to your disk. 

Click on Open a Memo from the E-mail Menu to retrieve the form. 

Fill in the form. 


Tip: To move the cursor from line to line, point and click instead of using the 
return key. 


Send the completed form to the regional address listed in the Apple Service 
Programs manual: 


Continue with the next section - Exercise: Ordering Parts. 
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Directions Answer the following items as indicated. Some require that you write an answer. If 
answer options are given, circle the correct answer(s). 


1. In which section of the Apple Service Programs manual can you find a list of all the 
service materials available from Apple? 


Section name 


2. When ordering parts from Apple, what is the minimum dollar amount that you can 
order at one time? 


3, Is there any restriction on returning items to Apple? Circle all correct answers. 


MOO W > 


You can return unused items to Apple at any time. 

You can return any unused items to Apple within 90 days of receiving them. 
You can return only unused items that were shipped to you in error. 

You must have authorization to retum a product to Apple. 

You cannot return any items to Apple. 


4, Inthe price listing, sometime the exchange price for a module is followed by “AE.” 
What do these letters indicate? 


A. 


B. 
C. 
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You can receive the exchange module before you send in the defective 
module. 

The module is obsolete, so shipping will be delayed. 

You must send in a defective module before you can receive this exchange 
module. 

You will be charged an adjustment price for exchanging this module. 
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5. Ifan exchange module is sent to you in advance, within how many days do you 
have to the defective part to Apple? 


days 


6. In which AppleLink library can you find the Parts Order Form? 
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Exercise: Ordering 


Compare your answers to those provided on the next page. 
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(Answers) 


Directions Compare your answers to the ones below. 


1. Section name PRICES 
2. $50 
3. (C. Youcan return only unused items that wereshipped to you in error. 


D. You must have authorization from your Support 
Center to return a product. 


4. A. You can receive the module as an advanced exchange module. 
5. within 30 days 


6. Service library 


If you missed any of these items, review the section entitled Ordering Parts. 


Otherwise ... 


Continue with the next section - Module Summary. 
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What Have You 
Learned in This 
Module? 


Warranty Status 


Service Repair Order 


APPLE SERVICE ADMINISTRATION 


In this module, you learned how to meet your administrative responsibilities with 
regard to The Apple Limited Warranty, the Apple Exchange Programs, AppleCare, and 
the Parts Ordering process. You now know how to determine whether or not products 
are covered under the Limited Warranty program or AppleCare, and whether or not 
modules qualify for exchange. You also know how to fill out the Apple Service Repair 
Order (SRO), the Apple Care Order Form, and the Parts Order Form. 


Some of the key points from this module are highlighted below. 


When you service Apple products, one of your responsibilities is to determine whether 
or not the product is covered by the Apple Limited Warranty or AppleCare Service Plan. 
You need to obtain proof of coverage. Then, as you repair the product, you need to 
determine whether the type of service you performed is covered by the warranty or 
service plan. 


If you are going to send a defective part in to Apple or seek warranty reimbursement 
from Apple, you need to document your repair work by filling out the SRO form. This 
requires that you: 


Provide complete information from the customer. 
Document the equipment received and the parts serviced. 
Document what you did to repair the product(s). 
Determine your reimbursement from Apple. 


You must fill out one SRO for each serialized product. The SRO must be completed 
thoroughly and accurately. If you fail to do so, Apple will process the transaction as 
Out of Warranty. 


If you are returning a defective part to Apple, you need to send an SRO form with the 
part. 
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Module Exchange 
Program 


Media Exchange 


Parts Order Form 


AppleCare 


APPLE SERVICE ADMINISTRATION 


You can save money for your service department and for your customers if you take full 
advantage of Apple’s Exchange Program. If you determine that a defective module 
qualifies for exchange, you can obtain a replacement module at a reduced price. All 
you need to do is to package the module according to the directions provided by 
Apple. Be careful — failure to properly pack parts may result in a surcharge. 


Customers can exchange damaged or defective media, such as diskettes and manuals, 
This program does not cover: 


e media missing from new product packages 

e media lost by the customer 

e media that was once offered by Apple but is now offered and serviced by another 
company 


To exchange media for a customer, you should first verify that the item qualifies. It 
must be on the Media Exchange Program list. After the customer fills out the Media 
Exchange card, you should send it with the media to the designated address. 


If you do not send in defective parts, you will probably have to order parts. You can 
send in the Parts Order Form by mail or by AppleLink. 


AppleCare can greatly increase the profitability of your dealership. Not only does your 
dealership receive a high margin on each AppleCare contract sold, but you are 
generously reimbursed for parts and labor on every repair covered by AppleCare. 


What are your responsibilities with regard to this extended maintenance program? First, 
you can promote the program to your customers. Second, if a customer selects the 
program for old equipment, you need to inspect the equipment to ensure it is in 
acceptable condition. Third, if the customer buys the coverage, you need to fill out the 
AppleCare Order Form. 


You have completed this module. 


Check your Skills and knowledge against the Skills Checklist. When you 
are ready, take the Module Test. 
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This test consists of different types of questions. Answer each Item as 
directed. You may refer to the Information provided In the module as 
necessary. 


Directions For items 1 through 6, decide whether or not the service described will be 
covered under the Apple Limited Warranty. Indicate your decision by 
checking YES or NO. If you select NO, explain why the service would not 
be covered by the Limited Warranty. 


1, Mike Reed has returned his Apple IIc to your Apple shop, where he purchased it 
two months ago. He says that there are problems with the keyboard. When he 
strikes certain keys, nothing registers on the video display. 


As you examine his system, you notice that a sticky substance has been spilled all 
over the keyboard. You suspect it is soda. 


Is the servicing covered under Apple’s Limited Warranty? 
YES NO 


If you selected NO, explain why: 


2. Julie Green has returned her Apple IGS system to your dealership, where she 
purchased it last month. The only item that is not functioning is the Amdek (non- 
Apple) monitor she bought to use with her system. 


Is the servicing covered under Apple’s Limited Warranty? 


YES NO 


If you selected NO, explain why: 


Apple Service Course — April 90 | Apple Service Administration — 1 33 


APPLE SERVICE ADMINISTRATION 


3. Tim Smith, who recently moved to the United States, has brought in his Macintosh 


Plus and Macintosh 800K External Drive. He purchased the system two months 
ago in Canada and reports that he cannot boot disks in the external drive. After 
checking the system, you find that there is a problem with the drive mechanical 
assembly that could not have been caused by user abuse. 


Is the servicing covered under Apple’s Limited Warranty? 
—_ YES WW NO 


If you selected NO, explain why: 


Sharon Martin, who bought an Apple Ile along with an ImageWriter II and an 
Apple Super Serial Card from you last week, has returned her system. She says she 
can’t get the printer to print. You are unable to run the Apple II Peripherals 
Diskette diagnostic tests for the Image Writer II. When you substitute a known- 
good Super Serial Card, the printer works. You conclude that the Super Serial Card 
is bad. 


Is the servicing covered under Apple’s Limited Warranty? 


YES NO 


If you selected NO, explain why: 


Frank Jones has returned his Macintosh Plus, which is still covered under the 
Limited Warranty, to you. Frank says his system will not work at home, but you 
run the diagnostics and find that the system works fine at your center. You and 
Frank trace the problem to a “noisy” power line at his home. 


Is the servicing covered under Apple’s Limited Warranty? 
__ YES _NO 


If you selected NO, explain why: 
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6. Jeanne Williams, who purchased some Macintosh-compatible software four months 
ago, has brought the software to you, saying that it will not boot. However, her 
other software boots without problem. 


Is the servicing covered under Apple’s Limited Warranty? 
__ YES NO 


If you selected NO, explain why: 


Directions Items 7 through 13 deal with AppleCare. Answer them as indicated. 


7. Which of the following are reasons for promoting AppleCare to your customers? 
Check all the correct answers. 


A. Itsaves money for the customer. 

B. Your dealership earns a 50% margin on each AppleCare contract. 

C. Your dealership receives generous reimbursements for parts and labor on 
AppleCare repairs. 

D. You can use the Apple Exchange Program only for products covered by 
the Limited Warranty or by AppleCare. 


8. Describe two situations in which you, an Apple Service Technician, might promote 
AppleCare to customers. 


a, 
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9, Joan Hampton wants to buy AppleCare to cover the equipment listed below. 


10. 


11. 


12. 


Check the items that would not be covered automatically by the “system coverage” 
but would cost additional. Do not check the items that would be included as part 
of the system. 


___ Macintosh SE 

__ 2MBof RAM 

___ Apple Extended Keyboard 

___ Apple Desktop Bus Mouse 

___ AppleFax Modem 

___ External Hard Disk 20SC 

____ third-party (non-Apple) memory card 
___ Apple ADB keyboard cable 

___ LaserWniter II 


Mary Jones has upgraded her Apple Ile to an Apple IGS. Six months remain in her 
current AppleCare contract. Which of the following statements apply to this 
situation? 


A. She needs a new AppleCare contract to cover the upgraded system, and she 
will be refunded for the remaining months of her old contract. 

B. She needs a new AppleCare contract, but can have it at no charge. 

C. The upgraded system will be covered under the existing AppleCare contract, 
but with a minimal “upgrade” charge. 

D. The upgraded system will be covered under the existing AppleCare contract, 
with no extra charge. 


Within how many days after filling out an AppleCare Order Form for a customer 
should you send a copy of the form in to Apple? 

within ________ days 

What is the minimum and maximum number of months that an AppleCare policy 
can cover? 

minimum =___ months 


maximum = months 
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Test 


s he 
: eo 


13. What should you do to determine whether or not old Apple hardware products 
qualify for AppleCare coverage? 


Directions In Rems 14 through 21, Indicate whether or not the products meet Apple’s 
exchange criterla for modules. Indicate your answers by checking YES or 
NO. If you check NO, explain why. 


14, You find that the malfunctioning logic board of Joe Matthew’s Macintosh has been 
“upgraded” by non-standard RAM chips that have been soldered on. Does it meet 
Apple’s module exchange criteria? 


YES NO 


If you selected NO, explain why: 


15. You diagnose the problem with the insurance company’s Image Writer II as a 
malfunctioning print head. Does it meet Apple’s module exchange criteria? 


YES NO 


If you selected NO, explain why: 


16. Kathryn Bollinger brings in an Apple Ile that will not boot. You replace the power 
supply, which has been altered at the component level. Does it meet Apple’s 
module exchange criteria? 


YES NO 


If you selected NO, explain why: 
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17. 


18. 


19. 


20. 


Dan Phillips brings in his Apple 5.25 Drive, which has a cracked analog card. Does 
it meet Apple’s module exchange criteria? 


YES NO 


If you selected NO, explain why: 


John Baker's AppleColor Composite Monitor Ile is emitting a high-pitched noise. 
You replace the main logic PCB. Does it meet Apple’s module exchange criteria? 


YES NO 


If you selected NO, explain why: 


You find that the load pads on the school’s Disk II are jammed with a sticky 
substance. Does it meet Apple’s module exchange criteria? 


YES NO 


If you selected NO, explain why: 


Tom Smith’s Macintosh SE internal disk drive fails MacTest SE. You replace the 
drive mechanism. Does it meet Apple’s module exchange criteria? 


YES NO 


If you selected NO, explain why: 
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APPLE SERVICE ADMINISTRATION 


Test 


21. You find that the carriage wires of Tim Reynolds’ Apple 5.25 Drive are nicked. 
Does it meet Apple’s module exchange criteria? 
YES NO 


If you selected NO, explain why: 


Directions Answer items 22 through 30 deal with the Apple exchange programs and other 
miscellaneous administrative tasks. Answer as indicated. 


22. Briefly describe how the Module Exchange Program works. 


23. You have received an Advanced Exchange module. Within how many days after 
the date Apple shipped it should you send the defective part to Apple? 


____— days 
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24. In which of the following situations, can you use the Apple Media Exchange 
Program to obtain the media needed. Check all correct answers. 


A customer wants to replace the Apple IGS Owner's Manual that she just 
lost. 

The System Tools disk for a new Macintosh SE/30 is faulty. 

The Program Disk for a customer's new version of MacProject is faulty. 


. Acustomer has discovered that ten pages are missing from his 


ImageWriter II Owner's Manual. 
When you open the carton containing a new Macintosh IIcx, you 
discover that the System Tools disk is missing. 


25. Indicate which of the following statements apply to the Apple Media Exchange 
Program. Check all correct statements. 


___ A. You should always check the media exchange list to determine if an item 


can be exchanged. 

You should fill out the appropriate part of the SRO form for a media 
exchange and send the form with the media. 

If one diskette of a set is damaged, you should send in only the damaged 
diskette. 

You can use Apple DASH Program to return media. 


You should replace a customer's media from your Finished Goods 
inventory. 


26. If you do not provide complete or correct information on the SRO form, Apple will 
process the transaction as an Out of Warranty transaction. If this happens, what 
you should do to correct the situation? Check the correct answer. 
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Forget it. There is nothing you can do. 
Call your Apple Support Center within ninety days. 
Complete or correct the original form and send it back in. 


Fill out a new SRO form and send it in. 
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27. Which of the following statements are true with regard to packing modules and 
parts that you plan to ship to Apple? Check each statement that is true. 


___ A. You should pack each module in its original packing box, if possible. 
___B. Youcan pack more than one small module together in one box. 
C. You can pack several boxes together for shipping. 


D. You must pack hard disks in Apple packaging specially designed for 
shipping hard disks. 


E. You must ship all modules covered by one SRO form together in one box. 

28. You need to order some parts from Apple. What is the minimum dollar amount 
that you can order? 

dollars 


29. If you want to order parts by AppleLink, in which AppleLink library can you find 
the Parts Order Form? 


30. You have received too many inventory products from Apple. Can you return any 
of the items to Apple? Check the correct answer. 


A. You cannot return any items to Apple. 

B. You can return only unused items that were shipped to you in error. 

C. You can return any unused items to Apple within 120 days of receiving 
them. 

D. You can return unused items to Apple at any time. 
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In this part of the test, you will fill out a Service Repair Order (SRO) for the case 
described below. 


1. Locate the blank SRO forms on the page following the case. Write in pencil in case 
you need to redo the forms. 


2. Read the description of Case 1 presented below. 
3. Fill in the form with the information provided. 


- Refer to the Course materials as necessary. 

- Instead of specific retail prices, use XXs and indicate “exchange plus markup” 
or “stock plus markup” in parentheses. Also use XXs to indicate taxes and 
labor rate, where applicable, and totals. 

— Sign your own name as the person who did the repair. 


Customer: Mark Meywortz 716/837-9711 (days) 
2136 Long Road. 716/665-2386 (eves) 
Buffalo, NY 14150 


Today Mr. Meywortz brought in the following system, which he purchased on October 
17, 1985: 


Apple Ie S/N 71482075  Model/N A2S2128 
Monitor II S/N 562901 Model/N A2M2010 
DuoDisk S/N 144426 Model/N A2P2029 


He says the system won't boot, has no video, and doesn’t beep. Before the system 
failed, he was getting many I/O messages from DuoDisk Drive 2. 


After you replace the power supply, (use exchange module 661-91040 “Apple II Power 
Supply”), the system passes the Apple II Diagnostics 2.0. You run all the tests of the 
Apple 5.25 Floppy Drive Test Assembly version 1.0 on both drives of the DuoDisk. 
Drive 1 tests out perfectly. The DSPEED test indicates that Drive 2 has an incorrect 
drive speed, and the diagnostic returns a Repair Confirmation Code of 1203-9753 for 
Drive 2. After adjusting the disk speed of Drive 2, (use adjustment 011-7025 “D-Speed 
Adjustment”), the system functions perfectly. 


The system is covered by AppleCare (Customer Number 3142536) until May 17, 1989. 
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SRO FORM 
Apple Computer, Inc. Service Repair Order 
L 
50 
ae 
ve 
te SRO NO. 
Eo 
INE 
one . ~ AppleDASH WaybillNumber 
00) NAME: = _AppleDASH Waybill Number : 
uA . Purchase Order Number 
2 = PHONE: ( ) _ 


DATE RECEIVED PRODUCT REQUIRING SERVICE SYSTEM SERIAL NUMBER 
EQUIPMENT: 
WARRANTY INFORMATION - Always Check Only One 


| [) OUT OF WARRANTY PURCHASE/UPGRADE DATE: / / 


<] APPLE LIMITED C) REPAIR C AppleCare, CJ LIMITED REPEAT [J SERVICE STOCK 
PRODUCT WARRANTY EXTENSION EQUIPMENT PURCHASE DATE: SERVICE WARRANTY INOPERABLE UPON 
(REQUIRES PROOF OF AUTHORIZATION / / FIRST USE. RECEIVED 
RUBEN SSE ON CH) ON SALES ORDER NO.: 
PURCHASE/UPGRADE DATE: | CODE: AGREEMENT NUMBER: ORIGINAL SRO NO.: 
INOPERABLE UPON 
FIRST USE: 
Oj Yes ONO 


OMaADOUMSA 


meoncon 
YU4AZMEEOO ® 


CUSTOMER 
INITIALS: 


REPAIRED BY REPAIR DATE 
CUSTOMER SIGNATURE | SALES TAX 


EQUIPMENT 
PICK UP DATE: / / Ladders 
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SRO FORM 


Apple Computer, Inc. Service Repair Order 


SRO NO. 
'(CUSTOMER/COMPANY 

e : ME 
vo 
7 R 
@ | 
aa A 
aH | tee ee 
Ro EVENING 

0 | PHONE a PHONE: ( ) _ a | ae 

DATE RECEIVED PRODUCT REQUIRING SERVICE SYSTEM SERIAL NUMBER 


EQUIPMENT: 
WARRANTY INFORMATION - Always Check Only One 
Cj) OUT OF WARRANTY PURCHASE/UPGRADE DATE: / / 


C) APPLE LIMITED C) REPAIR C) AppleCaree C) UMITED REPEAT C) SERVICE STOCK 


PRODUCT WARRANTY EXTENSION EQUIPMENT PURCHASE DATE: SERVICE WARRANTY INOPERABLE UPON | 
(REQUIRES PROOF OF AUTHORIZATION / / FIRST USE. RECEIVED | 
Sronberendaie: ON SALES ORDER NO:: | 


INOPERABLE UPON 
FIRST USE: 


O Yes 0 NO 
C) OTHER: 


CUSTOMER 
INITIALS: 


REPAIRED BY REPAIR DATE 


CUSTOMER SIGNATURE 


EQUIPMENT 
PICK UP DATE: L Vi 
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Case 2 
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Module Test 


In this part of the test, you will fill out an AppleCare Service Plan Order Form for two 
cases, 


1. Locate the blank AppleCare Order Forms following the cases. Write in pencil in 
case you need to redo them. 


2. Read the description of the cases presented below. 
3. Fill in the forms with the information provided. 


~ Refer to the Course Materials as necessary. 
- You will find an AppleCare Price List on pages 57-59 of this Module 
Workbook. 


Today is April 15, 1989, and you are selling John Atwood an Apple IIGS. His system 
includes an Apple 3.5 Disk Drive, an Image Writer II printer, and an Apple Monochrome 
Monitor. John wants to buy a three year AppleCare Service Plan to cover his Apple IIGs 
and all of the peripherals, 


Information you need to know: 
John Atwood Apple Iics S/N 2020014 
1321 Oakland Rd. Apple 3.5 Drive S/N 536225 
Chicago, IL 60008 Image Writer II S/N 469042 
Phone: 312/439-3288 Apple Monochrome 

Monitor S/N 016789 


Note: Sales tax does not apply. 


Now it is six months later (October 15, 1989) and John has returned to your store to 
purchase an AppleColor RGB Monitor (S/N 361235) for his system. He wants the 
monitor covered under an AppleCare Service Plan that will expire at the same time as 
his other coverage. John has moved since last April—his new address is 2655 Dial Way, 
Chicago, IL 60008. He has the same phone number as before. 
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APPLECARE FORM (for Case 1) 
AppleCare Customer No: ai 
Agreement No: 2 0 9 4 6 y 6 | 


le Ou'ner This copy of the AppleCare order form serves as your temporary confirmation of AppleCare coverage. You should receive your AppleCare Confir- 
Pp 
mation Certificate from Apple Computer, Inc. within six weeks. If you do not, please call (408) 974-2222. Should you have a service claim before - 
you receive your certificate, this document will serve as your of coverage. 


Apple Reseller Please complete this order form for your customer. This Agreement must have only one term of coverage for all listed products and must not 
exceed 36 months. Retum the Apple copy within 10 days to your Apple Regional Support Center, Attention: AppleCare. 
Authorized Name: _ CdD ler No: 
Apple Reseller Address: —________________________ Phone: (_)__ 
Information (Ay; State: Zip: 
Check all that apply. See instructions (B) for filling in numbers. 
(1 New Customer C1 AppleCare Promotion 
[ AppleCare Renewal _. ss CSC«C Change of Owner 
[1 Change of Address OO CSC Purchase Order No. 
C1) AppleCare Secured Contract 
Customer Name/Company: 
Information Attention: 
GCS aan eee ON: 
City State: Zip: 
AppleCare Start Date: __mnc AppleCare Expiration Date: _........_._ Equipment Purchase Date: 
Equipment spp PartNo ony ot 
covered by’ 
AppleCare ee eee ee 
Monthly Total 
Number of Months | x 
Subtotal 
Discount (if applicable) | - 
Subtotal 
Sales Tax (if applicable) | + 
Total 
Apple Owner The terms and conditions of this contract are stated on the reverse side. By signing this contract, you acknowledge that you have read and 


understand it and agree to be bound by its terms and conditions. Further, you agree that it is the complete statement of the contract between you 
and Apple, and that it supersedes all others, oral or written, relating to the subject matter of this order form. 


CUSLORIET SISTA sce a te Dale 


Reseller Signature. _. Cate: 
- ne : i. | CUSTOMER COPY Page OSes 
Service Plan Order Fo 
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Apple Owner 


Apple Reseller 


Authorized 
Apple Reseller 
Information 


Customer 
Information 


Equipment 


covered by 


«AppleCare 


Apple Owner 


re Customer No: 


Agreement No: 2094626 


This copy of the eee order form serves as your temporary confirmation of AppleCare coverage. You should receive your AppleCare Confir- 
mation Certificate from Apple Computer, Inc. within six weeks. If you do not, please call (408) 974-2222. Should you have a service claim before : 
you receive your certificate, this document will serve as your of coverage. | 


Please complete this order form for your customer. This Agreement must have only one term of coverage for all listed products and must not 
exceed 36 months. Retum the Apple copy within 10 days to your Apple Regional Support Center, Attention: AppleCare. 


INE a a DIET NO: 
GNSS hg PON 


S|) 2 eC eee re ee eee I | Zip: 
Check all that apply. See instructions (B) for filling in numbers. 

[1 New Customer C1 AppleCare Promotion 

1) AppleCare Renewal __C«C Change of Owner 

(1 Change of Address _ ss C«SD) Purchase Order No. 

[ AppleCare Secured Contract 

Name/Company: 

Attention 

Address Phone 

City State: Zip: 
AppleCare Start Date: _mW._ AppleCare Expiration Date: _....._ Equipment Purchase Date: 


AppleCare Part No. | Product Serial Number Monthly Cost 


Number of Months | x 


Subtotal 
Discount (if applicable) | ~- 
Subtotal 
Sales Tax (if applicable) | + 
Total 
The terms and conditions of this contract are stated on the reverse side. By signing this contract, you a that you have read and 


Customer Signature; 0 Cate: 


Reseller Signature; _ Date: 


A7G0010’B 
073-0121H CUSTOMER COPY Page 


Service Plan Order Form 


of 
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That Is the end of the Module Test. You may want to go back over the 
questions to check your answers. 


When you are ready, compare your answers to those on following answer 
pages. 
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(Answers) 


Compare your answers to the ones below. 


1. No. The sticky substance on the keyboard is the “key” to this case. The Apple 
Limited Warranty is voided for this particular repair because the damage to the 
keyboard is the result of customer abuse. 


2. No. The warranty does not apply in this case because the only item malfunctioning 
is the Amdek Monitor, a non-Apple peripheral. 


3. No. The repair is not covered because the Apple Limited Warranty is valid only in 
the country of purchase. 


4, Yes. Servicing will be done under the Apple Limited Warranty. An Apple product, 
the Super Serial Card, is faulty and there are no signs of customer abuse. 


5. No. The warranty does not apply, as the problem with Frank’s Macintosh is a 
“noisy” power line, which is outside the system. 


6. No. This software is not covered under the Apple Limited Warranty (and even if it 
were, the warranty period would have elapsed). However, it if is on the “List of 
Supported Media” in the Support Programs section of the Apple Service programs 
Manual, it can be covered under the Apple Media Exchange Program. 


7. A,B,andC 


8. Here are two situations in which you could promote AppleCare to customers: 
a. When you return equipment to a customer after repairing it. 
b. When a customer asks you for technical advice or information. 


You may have thought of some additional situations. That's great! 


9. 
____ Macintosh SE 
_____ 2 MB of RAM 
____ Apple Extended Keyboard 
____ Apple Desktop Bus Mouse 
_X_ AppleFax Modem 
_X_ external Apple Hard Disk 20SC 
_X_ Third-party (Non-Apple) memory card 
_____ Apple ADB keyboard cable 
_X_ LaserWriter II NT 
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10. 


11. 
12. 


13. 


14, 


15. 


16, 


17. 


18. 


19, 


20. 


21. 


22. 


D 
within 10 days 


minimum = two months 
maximum = 36 months 


Before you can sell AppleCare for old Apple equipment, you must inspect it to 
ensure it’s in good condition. 


No. You cannot exchange this logic board. It is considered “non-repairable” 
because non-standard RAM chips have been soldered on. 


Yes. You can exchange it because there is no evidence of modification or damage. 
It is considered “repairable.” 


No. You cannot exchange the power supply because it has been altered. 


No. You cannot exchange the analog card because it is cracked and therefore is 
considered “unrepairable.” 


Yes. You can exchange the PCB because there is no evidence of modification or 
damage. It is considered “repairable.” 


No. You cannot exchange a module that has evidence of any foreign substance 
such as soft drinks. 


Yes. You can exchange the drive mechanism because there is no evidence of 
damage or modification. 


No. You cannot exchange the module because of the visible damage (nicks in 
the wires). 


The key points of the Apple Module Exchange Program are these: 

- You buy an initial service module at the stock price. 

— When repairing a system, you replace a faulty module with the service module 
from your inventory. 

- You send the faulty module back to Apple for repair. 

- Apple sends you a functional module of the same type and charges you the 
exchange price. 

- You place the new module back in your inventory. 
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Module Test (Answers) a 


29. Service Library 


30. B. And you must have authorization to return the items. 


Compare your completed SRO forms and AppleCare forms to the ones on 
the following pages. 
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SRO Form (answer) 


Apple atin Inc. Service on Order 


a (rr sacaiaameanl A" Af RK N¢ : \WWoerz ATTN: 
Apress “3 4g Lone Rb. 


STATE: 


: | ZIP: “A50 
bloay Ne ass AW EVENNE THA Ip | LS 


_ DATE RECEIVED PRODUCT REQUIRING SERVICE ‘SYSTEM SERIAL NUMBER Tw 


Tee S Rsee8 128 


C1 APPLE LIMITED C) REPAIR pa Ap CO LIMITED REPEAT [C) SERVICE STOCK 
PRODUCT WARRANTY EXTENSION | SERVICE WARRANTY INOPERABLE UPON 
(REQUIRES PROOF OF AUTHORIZATION FIRST USE. RECEIVED 
PURCARSE ONES! ON SALES ORDER NO.: 
AGREEMENT NUMBER: 


2S. 


Lil USE: ae | = m | 
C OTHER: 
AFTER REPLACING POWER SUPPLY” s Nar NA 
ArpLe IC pib4nostkes 2.0 


EQUIPMENT 
PICKUPDATE: __ f/f 
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SRO Form (answer) 


‘pre Computer, Inc. 


SERN\CE PRONNDER'S 
NAME AND AppReess 


tne OPA Meyuloerz. ATTN: 
DDRESS: “2, \So lori RD. 


By +] 


STATE: 


NN ZIP: (4 A< 7 


"EVENING » 
SaONE: \ of, ye Le ._. —2%; 


OTHER - | 
EQUIPMENT: Nf 


C) REPAIR AppleCareg 
EXTENSION QUIPMENT PURCHASE DATE: 


AUTHORIZATION \o AN / eS 


AGREEMENT NUMBER: 


(SN W215 | 3) (6) 


EXPIRATION DATE: 


tL SIV A\ 


be eat DRNE Z D-SPeeo_(NCeeRs 


C) APPLE LIMITED 
PRODUCT WARRANTY 


(REQUIRES PROOF OF 
PURCHASE ON FILE) 


PURCHASE/UPGRADE DATE: | CODE: 


INOPERABLE UPON 
FIRST USE: 


O ves © NO 


PICK-UP 
DATE: 


“ToPhy|'S 


REPAIR DATE 


Ov 


REPAIRED BY 


CUSTOMER SIGNATURE 


EQUIPMENT 
PICKUPDATE: _ §- ff 
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CO) UMITED REPEAT 
SERVICE WARRANTY 


Ha (Reser OK) Aprle. 5-25. eet see corr BeAYU ee. \.0. 


Service Repair Order 


SERWICE PROVIDER'S 
NUMBER. 


SRO NO. 


C) SERVICE STOCK 
INOPERABLE UPON 
FIRST USE. RECEIVED 
ON SALES ORDER NO:: 


CUSTOMER 
INITIALS: 
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APPLECARE FORM (Case 1 answer) 


Apple Owner 


Apple Reseller 


Authorized 
Apple Reseller 
Information 


Customer 
Information 


Equipment 


covered by: 


AppleCare 


Apple Owner 


AppleCare Customer No: 201 k(o2. lo 
AgreementNo: OQOQAG2E 


This copy of the AppleCare order form serves as your tempo: ee of AppleCare coverage. You should receive your AppleCare Confir- 
mation Certificate from Apple Computer, Inc. within six weeks. If you do not, please call (408) 974-2222. Should you have a service claim before - 
you receive your certificate, this document will serve as your pi of coverage. 


Pjease complete this order form for your customer. This Agreement must have only one term of coverage for all listed se and must not 
exceed 36 months. Return ee a copy within 10 days to your Apple Regional Support Center, Attention: Appia 


Name: K Cc 


Address: 


City: 101°s4 4 

Check all that apply. See instructions @) for filling in numbers. 

YANew Customer 1) AppleCare Promotion 
C1 AppleCare Renewal _. CCSD Crharngee off Owner 

(1 Change of Address _ CC Purchase Order No. 


©) AppleCare Secured Contract 


Name/Company: —IOMN Amo 


Attention: | | 
Address ISZ\ OAKLANT> fer. 
City: Coe fANC A AS 


Monthly Total (Lo ,0o 


Number of Months | x % lo 


Subtotal {bo .o0p 
Discount (if applicable) | -  (\/ ¢ 

Subtotal Le . 
Sales Tax (if applicable) | + N// 


toa | (LO. op 


The terms and conditions of this contract are stated on the reverse side. By signing this contract, you acknowledge that you have read and 
understand it and agree to be bound by its terms and conditions. Further, you agree that it is the complete statement of the contract between you 
and Apple, and that it supersedes all/others, oral or written, ei 10 the subject matter of this order form. 


ae ¢ -\S-@9 


Customer Signature: & 

Reseller Signature: Date: ¢ ie \S- - 84 

A7G0010’B 

073-0121H CUSTOMER COPY Page of 
Service Plan Order Fornt 
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APPLECARE FORM (Case 2 answer) 


i 


é 


Apple Ouner 


Apple Reseller 


Authorized 
Apple Reseller 
Information 


Customer 
Information 


Equipment 


covered by’ 


__ AppleCare 


Apple Owner 
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Shme As 


AppleCare Customer No: 


Agreement No: 2QOGAG26 


This copy of the AppleCare order form serves as your temporary confirmation of AppleCare coverage. You should receive your AppleCare Confir- 
mation Certificate from Apple Computer, Inc. within six weeks. If you do not, please call (408) 974-2222. Should you have a service claim before - 
you receive your certificate, this documem will serve as your of coverage. 


Please complete this order form for your customer. This Agreement must have only one term of coverage for all listed products and must not 
exceed 36 months. Retum the Apple copy within 10 days to your Apple Regional Support Center, Attention: AppleCare. 


Name: OUR Nr WG 

Address: dW 

City: IADR? € So 

Check all that apply. See instructions (B) for filling in numbers. 

[) New Customer [ AppleCare Promotion 

[| AppleCare Renewal 1 Change of Owner 
Change of Address [ Purchase Order No. 


(©) AppleCare Secured Contract 


Name/Company: __sJoAN RiWopt 


Attention: | suis 
Address: __« loss DIA ae_\Ad FA Phone: (2\2) Y2g “2,0C€ 
City: mt NC State: Zip: —ledon’s _ 


AppleCare Start Date: A-\$-90 AppleCare Expiration Date: ~1-]S~ PZ Equipment Purchase Date: LD = |S- 99 


oat Co 
b\ 


Subtotal AOD .O0d 


Discount (if applicable) | - N/A 
Subtotal Z OD» Od 
Sales Tax (if applicable) | + N A 


The terms and conditions of this contract are stated on the reverse side. By signing this contract, you acknowledge that you have read and 
understand it and agree to be bound by its terms and conditions. Further, you agree that it is the complete statement of the contract between you 
and Apple, and that it supersedes fll others, oral or written, relating to the subject matter of this order form. 


Customer Signature: _/| Y VY, Date: -(9- 

Reseller Signature: - OUR. NAME Date: lo- IS - 

A7G0010/B 

073-0121H CUSTOMER COPY Page of 
Service Plan Order Form 
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You have completed the module. Be sure you can perform all of the tasks 
listed on the Skills Checklist before attending the Prerequisite Exam and 
the Lab part of this course. 


Refer to the evaluation booklet and complete the evaluation for this 
module. 
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